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ELIMINATES  DIRT  ON  WALLS. 


lo  everyone  battling  with  the  barriers  between  main-  They're  the  world's  first  servers  that'll  run  your  current  mainframe 

frames  and  open  systems,  we  offer  a  potent  new  solu-  apps.  Run  your  new  open-system  apps.  Or  even  run— get  this— 

tion:  ClearPath™  servers.  OlGQrPflth  both  of  them  together  from  the  very  same  server  unit. 

The  only  family  of  servers  that  can  solve  your  Servers  Suddenly,  walls  will  cease  to  separate  your  sys- 

multiple  operating  system  problems  with  no  muss,  no  fuss.  terns,  your  people  and  the  information  they  depend  on. 
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Take  our  newest  brainchild,  the  ClearPath  HMP  Series. 


There's  more.  In  fact,  the  ClearPath  family  ranges  from  the 


largest  enterprise  systems  to  the  smallest  open  servers. 
There's  the  enterprise-class  2200  Series.  The  highly  scal¬ 
able  SMP  Series.  Plus  the  object  code-compatible  A  Series. 

Sufficient  evidence  to  prove  that  now  nothing  should 
come  between  where  you  are  and  where  you  want  to  go. 
http://www.unisys.com  or  1-800-874-8647,  ext.  230. 
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When  information  is  everything 


Imagine  where  your  business 
would  be  without  the  PC.  It  has 
become  one  of  your  most  valuable 
business  tools.  But  it’s  also  becoming 
one  of  your  most  costly  to  manage. 
Ever  since  PCs  have  been  networked, 
the  cost  of  managing  them  has  grown 
like  a  weed. 


The  trick  is  to  control  these  costs 
now.  Which  is  exactly  what  Intel 
LANDesk®  Management  products 
can  help  you  do. 

Intel’s  award-winning,  integrated 
suite  of  products  gives  you  all  the 
tools  you  need— software  distribution, 
virus  protection,  monitoring,  alerting. 


reporting,  metering  and  remote  access 
—together  with  a  single  interface.  Plus, 
our  two  new  products  let  you  deploy 
standardized  PC  configurations  and 
optimize  your  help  desk  so  your  staff 
can  solve  problems  quicker  and  save 
valuable  senior  IS  resources. 

The  integration  of  the  LANDesk 

©1996  Intel  Corporation. 


Management  products  translates  to 
simpler  management  and  fewer  hours 
invested  in  problem  solving.  You’ll 
not  only  increase  your  network 
uptime,  you’ll  lower  your  total  cost 
of  desktop  management. 

Visit  our  site  at  www.intel.com/ 
comm-net/sns/turn/cio4.htm  or 


give  us  a  call  at  1-800-538-3373,  ext.  816 
to  learn  more  about  how  Intel  can 
lower  your  business  computing  costs. 
Before  they  grow  way  beyond  control. 


Rea  world 


Now,  you  can  actually  “fly”  through  your  enterprise 
and  fin  problems  without  ever  leaving  your  desk. 


Imagine  what  it  would  be  like  to  actually  "fly"  through  your 
enterprise.  To  be  able  to  find  and  even  fix  problems 
wherever  they  occur  —  without  ever  leaving  your  desk. 

Sound  incredible?  It  is.  It's  just  one  of  many  unique 
and  innovative  features  of  the  new  CA-Unicenter  TNG. 

CA-Unicenter  TNG  is  the  first  open  and  independent 
software  solution  that  covers  all  of  your  existing  systems, 
networks,  databases  and  applications.  All  your  hardware. 
All  your  software.  All  your  IT  resources. 

CA-Unicenter  TNG  makes  it  easy.  With  innovative 
Business  Process  Views  that  let  you  view  IT  resources 
from  a  business  perspective.  It’s  the  best  way  to  transform 
IT  information  into  intelligence. 

Call  1-800-654-611 8  For  A  Free  TNG  Video 
And  To  Register  For  A  Seminac 
Or  Visit  Us  At  http://www.cai.com 

Call  today  to  learn  more  about  the  single,  integrated  solu¬ 
tion  for  End-to-End  Management.  It’s  the  technology  of 
tomorrow  —  that’s  available  today.  am  it cd  r 
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Software  superior  by  design. 
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HOW  IMPRESSIVE 


Midrange  RISC/UNIX- 
-  Based  Servers 

12,321 

7,598 

-  5,774 

- 

IBM  RS/6000  Sun  l  E  DEC  4100  HP  9000 
J40(8*)  8000(6)  5/400(4)  K460(4) 
$248ApmC  S 152  $ 152  $188 


The  results  are  in.  Now  our  line  of  servers  isn't  just  broader'.  It's  also  faster.  HP  NetServers  and  our  new 


64-bit  HP  9000  Enterprise  Servers  cover  your  NT®  and  UNIX ®  needs  acrvss  the  enterprise  arid  run 


any  application  you  want.  Higher  performance,  loxver 

IntelV NT- Based  Servers 

$/tpmC 

tpmC 

HP  NetServer  LX  Pro  6/166 

$109 

5,949 

Digital  Prioris  ZX  6/166 

$1 1 7 

5.740 

prices  and  wider  range.  Looks  like  we  hit  the  trifecta. 

Compaq  ProLia  nt  5000  6/166 

$136 

5,677 

www.  hp.  com/go/compu  ting 
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SOLICITED  ADVICE 

Reader  Feedback  After  reading  about 
the  University  of  Missouri’s  struggle  with 
IT  standards  on  Page  78,  visit  our  Web 
site  to  offer  your  advice.  Your  experiences 
and  opinions  will  help  the  university 
and  other  organizations  grappling  with 
the  same  issues. 
www.  do.  com/ CIO  / 11019  6 _ 
opinions.html 


TRACKING  TENURE 

Executive  Turnover  A  summary  of  CIO 

and  Human  Resource  Executive  maga¬ 
zines’  survey  on  executive  tenure.  We’ll 
offer  further  statistics,  research  and  other 
resources  related  to  the  topic. 
www.cio.comlClOH10I96_survey.btml 
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By  David  Foote 
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Factory  Automation 

Tools  developed  for  the  office  are  tearing 
down  the  traditional  barriers  between 
the  factory  and  the  rest  of  the 
enterprise.  By  Rick  Cook 

■  Portable  storage 

■  A  strategic  HR  tool, 
integrated  audio  and 
video,  wireless 
keyboards 
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78  Making  the  Grade 

At  the  University  of  Missouri,  decisions  must  be  made  about 
when  and  how  to  institute  uniform  information  systems. 

By  Tom  Field 
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■  Data  Warehouse  Resource  Center 

A  guide  to  building  and  maintaining 
a  successful  data  warehouse 
www.  do.  com /Cl  OZrc_dw.html 

■  Executive  Library  and  Resource  Center 

Valuable  career  information  for  CIOs 
www.cio.com/CIO/rc_main.html 
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00'S  WITH  BIG  SYSTEMS 
EITHER  MAKE  HISTORY... 
OR  THEY  ARE  HISTORY. 


IT’S  TIME  FOR  SEQUENT. 


Pentium' 

■  processor 


You’ve  had  a  remarkable  career.  You’ve 
earned  the  chance  to  pioneer  a  new  IT 
infrastructure  that  will  revolutionize  the 
way  your  enterprise  does  business.  And, 
one  of  your  first  challenges  will  be  to  find 
an  ally  who  takes  your  future  as  seriously 
as  you  do. 

With  terabytes  of  data,  thousands  of 
demanding  users,  a  voraciously  growing 
enterprise,  and  an  executive  junkyard 


littered  with  your  predecessors,  you  can 
bet  your  solution  isn’t  sitting  on  the  shelf 
at  IBM,  HP  or  DEC.  Its  not  even  what  they 
do  best. 

Welcome  to  the  world  of  open  systems.  And 
Sequent.  We’re  the  leader  in  large,  complex 
open  systems  solutions.  With  7,500  installed 
systems  worldwide,  Sequent  runs  some  of 
biggest  applications  around  the  globe.  What 
we  lack  in  brand  identity,  we  make  up  for 


with  something  a  lot  more  powerful.  The 
ability  to  diagnose  IT  problems  correctly, 
by  first  understanding  your  business.  The 
expertise  to  design  a  blueprint  for  success. 
The  technology  to  provide  the  reliability, 
availability  and  scalability  your  solution 
requires.  The  commitment  to  make  your 
problems  history. .  .and  your  solution 
a  success. 

Our  customer’s  say  we’re  the  best  at  our 


business.  We  can  prove  it. 

To  you...to  your  management  team. 
Call  us  at  1-800-257-9044. 

Visit  our  Internet  address  at 
http://www.sequent.com/. 
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You  know  the  feeling.  Your  boss  appears  in 
the  doorway,  asking  for  information  that 
your  current  HR  software  just  can’t  pro¬ 
duce  on  demand. 

Fortunately,  with  a  Human  Resource 
Management  System  from  ADP,  everything 
from  benefits  projections  to  staffing  analy¬ 
ses  is  just  moments  away.  Because  our 
systems  are  so  flexible,  they  allow  you  to 
access  the  information  you  want,  the  way 
you  want  it. 

And  with  over  20  years  of  HR  experi¬ 
ence,  ADP  will  be  there  to  guide  you  ever}7 
step  of  the  way.  From  current  system 
analysis  to  new  system  implementation 
to  ongoing  maintenance,  we’ll  provide  a 
support  team  dedicated  to  your  needs. 

No  wonder  over  5,000  companies 
rely  on  ADP  for  HR  solutions.  Whether 
your  company  is  LAN-  or  WAN-based, 
requires  single-user  or  client-server  plat¬ 
forms,  we  provide  solutions  that  seam¬ 
lessly  integrate  your  HR,  benefits  and 
payroll  information. 

So  the  next  time  your  CEO  asks  for 
information,  you’ll  be  able  to  deliver  it 
on  the  spot.  To  find  out  more,  visit  us  at 
adp.com  or  call  for  a  free  demo  disk. 

1  800  CALL  ADP 

ext.  388 
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In  Box 

LETTER  FROM  THE  EDITOR,  READER  FEEDBACK  AND  HOW  TO  REACH  US 

For  years  now,  we’ve  been  hearing  that  “CIO”  stands  for 

“career  is  over,”  that  the  CIO  position  is  tough  and  most  IT  executives  aren’t  up  to  the  challenges  of  the  job. 
We’ve  also  been  hearing  that  the  CIO  position  itself  is  losing  relevance.  As  technology  becomes  more 

pervasive,  all  managers  and  executives  will  fill  the  strategic  technology  leader¬ 
ship  role  in  some  sort  of  collective,  synergistic  visionfest. 

That’s  nonsense,  and  I’ll  tell  you  why.  First,  the  job  is  tough — in  fact,  it  may  be 
one  of  the  toughest  jobs  around.  It’s  also  quite  important.  Not  only  are  CIOs 
responsible  for  investing  enormous  amounts  of  their  companies’  money  in  com¬ 
plex  and  tricky  products  that  require  technical  expertise  and  change  manage¬ 
ment  skills  to  implement,  but  they  also  have  to  understand  their  companies’ 
business,  markets  and  competitors  as  well  as  anyone  in  the  organization. 

Sure,  some  IS  leaders  have  had  a  rough  start.  But  consider  this:  The  CIO 
position  as  it  exists  today  has  been  around  for  only  a  few  short  years.  Look 
at  some  of  the  job  descriptions  on  Page  72;  if  anyone  had  suggested  seven 
or  eight  years  ago  that  this  was  what  the  old  MIS  boys  were  supposed  to  be 
doing,  you  would  have  thought  they  were  nuts. 

Many  of  those  old  boys  (and  gals,  too)  have  made  the  transition  to  strategic  leadership  quite  nicely, 
thank  you  very  much.  And  a  whole  new  crop  of  CIOs  is  stepping  into  the  position.  The  days  of  the 
underdog  CIO  are  coming  to  a  close. 


Increasingly,  when  IS  executives  talk  about  their  role  in  the  enterprise,  they  use  the  first-person  plural. 
They  are  working  in  partnership  with  the  CEO  and  other  senior  executives — proactively — to  make  their 
organizations  successful.  Those  folks  haven’t  gotten  to  where  they  are  by  hiding  out  in  the  computer 
room.  The  requirements  of  the  job  go  well  beyond  technology  (see  “Survival  of  the  Fittest,”  Page  48). 

And  the  idea  that  CIOs  fail  in  their  jobs  more  often  than  other  senior 
executives  just  simply  isn’t  true.  Our  survey  on  executive  job  longevity 
explodes  the  myth  of  disproportionately  high  IS  executive  turnover  and 


FROM  OUR  READERS 


firings  (see  “The  Truth  About  Turnover,”  Page  60). 

Want  to  know  what  I  think?  The  CIO  position  is  relatively  immature, 
and  it’s  also  quite  complex.  But  the  ground  is  beginning  to  stabilize.  As 
it  does,  IT  professionals  will  have  a  much  greater  chance  of  success. 

And  anyone  who  believes  the  need  for  IT  leadership  is  going  to  diminish 
any  time  in  the  near  future  has  got  their  head  in  the  clouds.  They’re  cer¬ 
tainly  not  operating  in  the  same  business  environment  I’m  seeing. 

What  do  you  think?  Send  your  views  to  letters@cio.com. 


A  CIO’S  MULTIFACETED  ROLE 
Over  the  course  of  the  last  week,  I  was 
able  to  catch  up  on  my  reading,  which 
includes  CIO.  In  the  June  1, 

1996,  editor’s  letter,  you  asked 
for  feedback  on  the  amount  of 
time  CIOs  spend  focusing  on 
information  and  if  they  consid-  x 
er  themselves  information  or  tech¬ 
nology  strategists.  While  that  is  an 
intriguing  question,  it  presumes  that  the 
CIO  focuses  primarily  on  one  of  those 
two  areas. 

The  role  of  a  successful  and  highly 
valued  CIO  is  not  defined  by  informa¬ 
tion  or  technology  alone,  although  both 
are  essential  to  building  a  thriving  busi- 
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Mergers.  Acquisitions.  Reengineering.  It’s  all  part  of 
doing  business  today.  That’s  why  the  software  you  choose 
is  important.  Make  sure  it  will  help  you  adapt  to  change, 
not  stand  in  your  way. 

Some  software  is  not  designed  for  change.  Its  rigid 
structure  can’t  be  adjusted  easily.  Then  there’s  PeopleSoft. 
PeopleSoft  believes  change  is  not  only  inevitable,  but  can 
also  be  an  opportunity.  That’s  why  PeopleSoft  designed 
its  software  to  accommodate  change  quickly  and  easily. 

Only  PeopleSoft  offers  PeopleTools.  With  these  unique 
software  tools,  modifying  or  reorganizing  is  just  a  matter  of 
pointing  and  clicking.  Change  is  easy  because  PeopleTools 


eliminate  the  need  for  detailed  programming,  armies  of  outside 
experts,  or  vast  technical  knowledge.  All  of  which  reduce  your 
implementation  and  long-term  maintenance  costs. 

And,  unlike  some  software,  PeopleSoft  is  portable,  so 
you  can  change  your  database  or  hardware  at  any  time. 

If  you  believe  in  embracing  change  rather  than  avoiding  it, 
perhaps  PeopleSoft  should  be  your  software.  You’ll  discover 
we  have  the  technology,  the  people,  and  the  commitment  it 
takes  to  make  that  belief  a  reality.  To 
find  out  more  about  PeopleSoft,  give 
us  a  call  at  800-947-7753  or  visit  us  at 
www.peoplesoft.com. 


Enterprise  client/server  software  for  finance,  materials  management,  distribution,  manufacturing,  and  human  resources. 


A  few  of 

the  companies  managing 
change  with  PeopleSoft: 


Barnett  Canon  Computer  Eli  Lilly  and  Equitable  Hershey  Foods 
banks  Systems,  Inc.  company  Life  Corporation 


Sony  Whirlpool 
Music  corporation 


O  19%  PeopleSoft.  Inc.  PeopleSoft  is  a  registered  trademark  and  the  PeopleSoft  logo  is  a  trademark  of  PeopleSoft.  Inc. 
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ness.  Certainly,  those  are  key  functions 
of  the  CIO;  however,  they  should  be 
viewed  in  context  as  a  means  to  an  end. 

As  a  member  of  the  senior  manage¬ 
ment  team,  the  CIO  must  focus  on  the 
desired  outcomes  of  the  business.  That 
means  being  first  and  foremost  a  highly 
effective  business  person,  with  a  keen  per¬ 
spective  and  understanding  of  the  com¬ 
pany’s  external  and  internal  forces  (cus¬ 
tomers,  employees,  investors,  partners, 
suppliers  and  the  competition).  With  that 
knowledge,  the  CIO  can  appropriately 
apply  technology  and  information  man¬ 
agement  techniques  to  achieve  the  orga¬ 
nization’s  objectives. 

An  effective  CIO  forms  a  partnership 
with  management  to  create  alignment 
between  the  objectives  of  the  IT  organiza¬ 
tion  and  the  business  and  shared  account¬ 
ability  to  the  company’s  success.  In  doing 
this,  the  CIO  must  have  the  insight  to  rec- 
ognize  the  organization’s  ability  to  _ 
absorb  change.  That  is  especially  impor-  — 
tant  as  more  and  more  CIOs  balance 
their  companies’  abilities  to  change  with 
the  imperative  to  lead  the  business  toward 
solutions  and  approaches  that  establish  a 
sustainable  competitive  advantage. 

To  simultaneously  implement  new 
business  solutions  and  increase  business 
growth,  the  CIO  must  be  a  change  lead¬ 
er.  Communicating  new  technology  and 
information  strategies  and  advantages 
to  the  company  before  change  is  imple¬ 
mented  is  essential  for  a  smooth  transi¬ 
tion  to  new  processes. 

Should  the  CIO  focus  on  both  infor¬ 
mation  and  technology?  Absolutely!  Yet 
the  role  of  today’s  CIO  is  multifaceted. 
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SPEAKING  OF  SALARIES 
I  found  your  article  on  CIOs’  salaries 
interesting  [this  can  be  viewed  at  www. 
cio.com/CIO/cio  Jebl  5_96_sal_fmv.html] 
and  also  enjoyed  your  coverage  of  the 
year  2000  issue  [wivw.cio.com/forums/ 
year2k.html).  I  wonder  how  salaries  will 
differ  on  Jan.  1, 2000. 1  expect  there  will 
be  quite  a  few  openings! 

George  McKinnon 
CIO 

Wausau  Insurance  Cos. 
gmckinno@wausau.com 

Certainly  people  who 
don’t  address  the  year 
2000  date-conversion  issue  in  time  will 
have  a  lot  of  explaining  to  do. 

AD  INFINITUM 

I  read  your  magazine  each  month  as 
time  permits.  As  I  read  the  Sept.  15, 
1996,  issue,  I  noticed  that  you  mention 
in  your  editorial  the  new  CIO  design 
effort.  After  paging  through  the  maga¬ 
zine,  I  find  that  one  thing  has  not 
changed.  Over  half  the  magazine  is 
advertisements.  If  you  really  want  to 
impress  the  IS  community  as  a  whole,  in 
my  opinion,  add  content  and  lose  some 
of  the  paper  commercials. 

I  do  enjoy  what  few  articles  you  do 
publish. 

John  Sebestin 

MIS  Manager 
US  Foodservice  Inc.  /  RRS  Division 
Roanoke,  Va. 

JSeb@Infi.Net 

Ours  is  an  ad-supported  business 
model.  The  overwhelming  majority  of 
subscribers  receive  CIO  Magazine  free 
of  charge.  If  there  were  no  advertising, 
we  would  be  out  of  business,  and  there 
would  be  no  articles  at  all.  In  fact,  many 
readers  find  the  ads  useful. 
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Right  now,  thousands  of  people  are  headed  straight  for  your  Web  site 
Tomorrow,  there  could  be  millions  more. 

What  message  do  you  want  to  send  them? 


Server  unavailable.  Try  again  later. 


Connecting  to  Server. 
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The  RS/6000  Web  Server  In  business  today,  you 
cant  always  predict  how  unexpected  events  will  impact 
your  Web  site.  But  with  the  RS/6000  “  Web  server,  you  can 
lie  prepared  for  whatever  comes  your  way. 

For  example,  RS/6000  UNIX*  servers  can  outscale 
anything  out  there,  giving  you  the  flexibility  to  respond  to 
any  business  opportunity  -  whether  it’s  around  the  bend 
or  down  the  road. 

Just  as  important,  you  wont  find  a  more  security- 
minded  server.  From  authentication  to  access  control,  the 
RS/6000  provides  security  features  designed  to  prevent 

IBM  is  a  registered  trademark  and  RS/6000  and  Solutions  tor  a  small  planet  are  trademarks  ol  IBM  Cotp.  UNIX  is  a  registered  trademark  in  the 
U  S-  and  other  countries  licensed  exclusively  through  X/Open  Company  Limited  All  other  company  and/or  product  names  are  trademarks  or 
registered  trademarks  ot  their  respective  companies  The  IBM  home  page  can  be  found  at  www.ibm  com  ©1996  IBM  Corp 


your  data  from  falling  into  the  wrong  hands.  And  we 
offer  RS/6000  Web  servers  with  everything  you'll  need  to 
get  your  Web  site  up  and  running  fast,  including  IBM  and 
Netscape  software. 

If  you’re  serious  about  doing  business  on  the  Web,  start 
with  a  serious  server:  the  RS/6000  Web  server.  For  our 
free  guide,  “Building  Your  Web  Site*'  call  1  800  IBM-3333, 
ext.  FA055.  Better  yet,  contact  our  RS/6000  Web  server 
at  www.rs6000. ibm.com 


Solutions  for  a  small  planet” 


Trendlines 


NEWS,  INSIGHT,  HUMOR,  R 

Edited  by  Alice  Dragoon 


When  Computers  Crash 


VIRTUAL  DUMMIES 


Could  crash  test  dummies'  careers  soon  be  over?  The 
dummies'  guileless,  gender-neutral  faces  have  appeared  on  TV  commercials, 

T-shirts,  even  action  figures.  But  like  a  lot  of  their  blue-collar  brethren,  many 
will  be  put  out  of  work  by  technology.  At  Los  Alamos  National  Laboratory  in 
New  Mexico,  scientists  are  cooking  up  computer-simulated  replacements 
that  will  be  cheaper  and  faster  than  the  full-size,  full-weight,  sensor- 
equipped  mannequins.  Traditional  crash  tests  cost  roughly  $750,000,  in¬ 
cluding  the  dummy.  Computer-simulated  crashes  could  cut  the  number 
of  actual  crash  tests  by  1 5  to  20  percent  and  shave  three  months  off  vehi¬ 
cle  design-to-production  time.  The  simulated  dummies  are  designed  to 
show  crash  effects  on  the  overall  body  and  also  provide  the  gory  details 
of  what  happens  to  specific  anatomical  portions,  such  as  the  head  or  spine.  The  scientists 
say  they  don't  expect  simulated  crashes  to  replace  the  real  thing  completely,  but  the  mannequins 
would  be  wise  to  get  their  resumes  in  order.  We  hear  they're  hiring  at  JCPenney.  ■ 


Taking  Care  of  Business 


CUSTOMER  SERVICE 


The  term  “cus¬ 
tomer  care”  sounds  like  it  should  come 
with  a  scratch-and-sniff  picture  of 

Grandma’s  fresh-baked  cookies. 


But  though  the  phrase  is  vaguely  com¬ 
forting,  the  companies  that  excel  at  the 
concept  know  customers  are  there  to 
buy  whatever  product  or  service  is  being 
offered  and  that  customer  care  some¬ 
times  means  “customer  winnowing.” 

So  says  a  recent  survey  on  cus¬ 
tomer  satisfaction  from  Coopers 
&  Lybrand  LLP.  Coopers  ex¬ 
amined  in  detail  the  cus¬ 
tomer-care  habits  of  six 
“best  in  class”  companies 
chosen  from  a  broad  array 
of  candidates  by  the  study’s 
authors,  Joseph  Ziskin,  a 
managing  associate  at 
Coopers’  Information- 
Communications  Industry 
Consulting  Practice  in 
Atlanta,  and  William 
Rossello,  director  of  the  com¬ 
pany’s  Benchmarking  Center  of 
Excellence  in  Arlington,  Va. 

They  found  that  all  six 
businesses — a  computer 


company,  a  building  equipment  manu¬ 
facturer,  a  financial  services  firm,  a 
sound  equipment  and  instrument  man¬ 
ufacturer,  a  luxury  automobile  manu¬ 
facturer  and  a  telecommunications 
company — faced  similar  problems 
when  they  began  to  revamp  their  cus¬ 
tomer  service  operations.  “They  had 
ineffective  call  centers;  dispersed  and 
fragmented  customer,  product  and  ser¬ 
vice  information;  and  no  sense  of  ac¬ 
countability,”  Ziskin  says. 

But  each  of  those  six  companies 
transformed  their  customer  service 
units  by  fundamentally  switching  their 
view  of  service;  instead  of  thinking  of  it 
as  an  obligation,  they  began  to  see  it  as 
an  opportunity.  Moreover,  all  six  used 
technology  as  a  key  support  in  the 
transformation. 

Good  customer  care,  says  Ziskin,  is 
“not  all  about  one-on-one  service;  it’s 
about  making  money.”  To  make  cus¬ 
tomer  care  profitable,  he  says,  you  have 
to  understand  a  customer’s  value:  A 
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So  Why  Would  You  Rely  On  Only  C 

No  matter  how  trustworthy.  No  matter  how  dependable.  No  matter  how  likable 

eventually.  Things  happen.  Plan  A  isn't  going  to  go  as  plannee 


Fast  Solutions*  (or  Nobody  Wants 
A  Slow  Parachute.)  Computer  City  is  proud 
to  offer  sophisticated  custom  configura¬ 
tion  services.  We  can  get  you  the  exact 
configurations  you  need  quickly  because 
no  one  can  afford  to  waste  time. 

And  you'll  get  the  brands  you  want 
too.  You  won't  necessarily  be  restricted 
to  a  "direct  order"  brand,  or  whatever 
systems  your  supplier  might  handle. 
Computer  City  carries  more  than  a 
dozen  business  and  other  lines,  all  ready 
to  customize  to  your  needs. 

And  all  the  hardware  and  software  you 
need  can  be  installed,  ready  to  plug  in  and 
start  working,  right  out  of  the  box.  We'll 
even  keep  a  record  of  your  order  so  we  can 
repeat  the  exact  specifications  later.  And 
thanks  to  our  extremely  comprehensive 
quality  control,  you  can  rest  assured 
you'll  have  everything  working,  fast. 


We've  Got  What  You  Need. 

(or  A  Safety  Net ,  Not  A  Fishing  Net) 

We  don't  know  exactly  what  products 
you're  going  to  need,  so  we  figured 
we'd  just  cover  our  bases.  All  30,000 
of  them.  From  systems  to  software  to 
networking.  Computer  City  carries  over 
30,000  products  in  all.  And  every  local 
Computer  City  has  over  5,000  products 
on  hand,  so  whether  you're  calling  us 
or  just  stopping  in,  we've  got  exactly  what 
you're  looking  for.  All  the  names  you 
trust.  At  very  competitive  prices. 

We're  Easy  To  Work  With. 

(or  Life  Is  Complicated.  Life  Rafts 
Shouldn't  Be.)  We  all  know  computers,  by 
nature,  are  complicated.  So  when  you 
need  our  help,  the  last  thing  you're  going 
to  want  is  more  complications.  So  we'd 
like  to  make  things  as  simple  as  possible. 


ne  Corporate  Computer  Supplier? 

your  primary  computer  supplier  is,  Murphy's  Law  is  going  to  rear  its  ugly  head 
That's  why  you  need  Computer  City's  Corporate  Sales  Division. 


Each  of  our  more  than  100  locations 
has  specially  trained  corporate  account 
managers,  ready  to  help  you  at  all  times. 

We  offer  a  variety  of  convenient 
payment  methods:  net  10/30  accounts, 
a  prepackaged  business  lease  program 
(on  a  variety  of  affordable  terms),  or  a 
revolving  corporate  charge  with  no 
annual  fee  and  low  monthly  payments. 
Whatever  works  for  you. 

We  can  do  your  training.  Computer 
City  offers  more  than  130  inexpensive 
software  training  classes,  at  your  site 
or  in  our  classroom. 

And  finally,  we  offer  reason¬ 
ably  priced  extended  service 
programs  that  will  extend  the 
protection  on  your  investment 
for  up  to  five  years.  This  includes 
depot  maintenance,  system 
diagnostics  and  troubleshooting. 


We're  A  Phone  Call  Away. 

(or  When  You're  Alone  In  The  Office , 

No  One  Can  Hear  You  Scream.)  In  short, 
we  aim  to  make  the  whole  experience 
of  working  with  us  as  painless  as  possible. 
We'll  be  here  when  you  need  us,  and,  of 
course,  we'll  be  here  when  you  don't. 

So  take  this  card,  put  it  somewhere 
safe,  somewhere  easy  to  get  to,  and  the 
next  time  old  Murphy's  Law  kicks  in, 
just  call  Computer  City's  Corporate  Sales 
Division  at  1-800-538-0586. 


Computer  City 
Corporate  Sales  Division 
1-800-538-0586 


COMPUTER 


Corporate  Sales  Division 
1-800-538-0586 
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Trendlines 


customer  with  a  bad  record  of  pay¬ 
ment,  for  example,  could  end  up  costing 
a  company  money  and  consequently 
has  low  value.  It  makes  little  sense  to 
expend  time  and  labor  on  high  levels  of 
service  for  such  a  client. 

A  prerequisite  to  good  customer 
care,  says  Ziskin,  is  the  ability  to  share 
information  across  an  organization. 
Companies  that  successfully  share 
information  and  use  technology  as  a 
sharing  conduit  will  have  a  good  chance 
of  meeting  these  three  vital  require¬ 
ments  of  profitable  customer  care: 

Speed.  “Basically,  you  want  to  deliver 
service  as  quickly  as  possible.  To  get  a 
truly  speedy  response,  you  need  real¬ 
time  information  flows,  and  you  need 
to  be  able  to  easily  access  that  informa¬ 
tion,”  says  Ziskin. 

Accountability.  Employees  in  indi¬ 
vidual  departments  must  learn  that 
their  seemingly  isolated  actions  can 
have  a  ripple  effect  on  service,  and  they 
must  take  responsibility  for  them.  Hav¬ 
ing  a  complete  picture  of  a  client  can 
help  foster  that  sense  of  accountability. 
Ziskin  gives  the  example  of  billing 
clerks,  who  typically  deal  with  only 
one  small  segment  of  customer  care. 

“If  they  had  access  to  a  product 
database  or  knew  how  to  do  a  ‘live 
handoff’  to  the  proper  person,  they 
could  help  with  the  product  stuff  if  it 
came  up,”  he  says. 

Leverage.  “You  can  look  at  your 
database  of  customer  information  and 
interactions  and  leverage  that,”  says 
Ziskin.  “If  you  know  the  preferences 
and  expectations  of  customers,  you  can 
meet  and  exceed  that  level  of  expecta¬ 
tion.”  Knowing  customer  value  inti¬ 
mately  also  helps  in  choosing  an  appro¬ 
priate  level  of  service.  “It  shouldn’t  all 
be  gold-plated,”  says  Ziskin.  “Those 
companies  regularly  weed  through  the 
bottom  10  percent  of  their  customer 
base,  looking  for  the  unprofitable  cus¬ 
tomers.” 

“You’ve  got  to  nail  the  technology; 
but  even  if  you  do,  you’re  still  not 
there,”  advises  Ziskin.  “You  still  need 
to  understand  what  information  is  im¬ 
portant  and  how  to  find  it,  store  it, 
package  it  and  get  it  to  the  appropriate 
people.” 

-Carol  Hildebrand 


Findings  I.T.  Standards 


That  Sinking  Feeling 

Had  Captain  Edward  Smith  paid  proper  heed 

to  his  era’s  IT  instead  of  ignoring  repeated  telegraph  warnings, 
the  Titanic  might  have  steered  clear  of  history’s  most  infamous 
iceberg.  According  to  a  recent  study  by  Forrester  Research  Inc., 
“Sinking  the  IT  Iceberg,”  if  CIOs  want  to  keep  their  compa¬ 
nies  afloat,  they  should  keep  current  with  emerging  technolo¬ 
gies  but  apply  rigid  standards  only  to  those  that  are  mature. 

After  interviewing  IS  directors  of  50  Fortune  1000  compa¬ 
nies,  study  author  H.  Waverly  Deutsch  concluded  that  enter¬ 
prisewide  IT  stan- 


Payback  to  Standardization 


SOURCE:  FORRESTER  RESEARCH  INC.,  1996 


dards  are  a  must  in 
today’s  corporate 
culture  but  only  if 
they  are  flexible 
enough  to  accom¬ 
modate  emerging 
technologies  and 
user  needs  (see 
“Making  the 
Grade,”  Page  78). 
The  key  is  to  apply 
appropriate  strate¬ 
gies  to  these  three 
separate  categories: 

Foundation  Tech¬ 
nologies:  Basic  appli¬ 
cations,  such  as 
e-mail,  TCP/IP  and 

financial  systems,  that  affect  a  company  as  a  whole  should  be 
standardized,  and  those  standards  should  be  enforced  vigorously 
organizationwide  to  derive  maximum  financial  and  systemic 
value  (better  communication,  identification  of  “best  practices”). 

Building  Block  Technologies:  Desktop  platforms,  network  op¬ 
erating  systems  and  databases,  which  tend  to  have  more  im¬ 
pact  on  individual  business  units,  require  flexible  standards. 
Deutsch  recommends  that  companies  create  a  preferred  list  of 
standards  for  those  technologies,  giving  business  units  multiple 
choices  from  which  to  select  mission-critical  applications. 

Watch  List  Technologies:  Emerging  technologies  such  as  Inter¬ 
net  development  tools  and  multidimensional  databases  are  so 
new  that  there  is  no  value  in  developing  standards  for  them, 
according  to  Forrester.  Instead,  companies  should  research 
emerging  technologies,  apply  them  where  appropriate  and 
consider  them,  if  viable,  for  future  standardization. 

Ultimately,  Forrester  recommends  a  foundation  of  corpo¬ 
rate  IT  standards,  but  only  if  it  supports  a  flexible  structure 
that  allows  for  strategic  divergence.  The  alternative — to  stay 
the  standardization  course  without  variation — might  result  in 
a  company  securing  its  place  in  history.. .alongside  the  Titanic. 

For  details  on  the  study,  call  6 1 7  497-7090.  -Tom  Field 


18  CIO  /  NOVEMBER  1,  1996 


http://www.cio.com 


DECISIONS  ARE  TOUGHER. 

TIME  IS  CRITICAL. 

RESOURCES  ARE  LEANER. 

AND  THE  BUCK  STOPS  WITH  YOU. 


Introducing 

CFO  Vision 

THE  POWER  TO 


...HYPE  JUST  WONT  CUT  IT  ANYMORE. 


FIGURE  IT  OUT. 


919.677.8200  Fax  919.677.4444  In  Canada  1.800.363.8397  www.sas.com/vision/ 


Stop  crunching  and  start  analyzing.  With 
CFO  Vision  you  can  visualize  your  business 
interactively... and  gain  control  of  informa¬ 
tion  to  spot  opportunities  and  risks  faster 
than  ever  before.  Reengineer  the  entire 
process  of  financial  consolidation,  reporting, 
and  analysis... as  you  accelerate  the  flow 
of  information  to  decision  makers  at  every 
level  of  your  organization. 

With  the  click  of  a  mouse: 

■  Understand  the  facts  beyond  the  figures. 

■  Improve  timeliness  and  availability  of 
business  reporting. 

■  Analyze  every  “slice"  of  your  business — 
from  branch  profitability  to  product  cost 
analysis — in  any  currency. 

Powerful,  award-winning  data  warehousing, 
OLAP,  graphics,  and  EIS  capabilities  are  all 
included  in  one  fully  integrated,  easy-to-use 
solution.  It’s  all  yours  from  one  vendor: 

SAS  Institute,  with  a  proven  track  record 
for  continuous  innovation  and  reliable 
support  at  more  than  29,000  organizations 
worldwide... including  the  Fortune  100. 

For  a  free  preview  of  CFO  Vision,  just 
give  us  a  call  or  send  us  E-mail  at 
cio@sas.sas.com 


SAS  is  a  registered  trademark,  and  CFO  Vision  a  trademark, 
of  SAS  Institute  Inc.  Copyright  ©  1996  by  SAS  Institute  Inc. 
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DELL  LATITUDE*  XPi  CD  P150ST 

150MHz  PENTIUM*  PROCESSOR 

•  NEW  Network-ready  Multimedia  Notebook 

•  12.1"  SVGA  Active  Matrix  Color  Display 

•  16MB  RAM  (48MB  Max) 

•  810MB  Hard  Drive  (2.1GB  Max) 

•  256KB  L2  Cache 

•  Internal  6X  CD-ROM  Drive  and  3.5” 

Floppy  Drive 

•  Enhanced  PCI  Bus  with  128-bit 
Graphics  Accelerator 

•  Integrated  4  Speaker  16-bit  Stereo  Sound 
with  3D  Spatializer  Technology 

•  Smart  Lithium  Ion  Battery 

•  Two  IrDA  1.1  Standard  Compliant  Ports 

•  19mm  Optical  Trackball 

•  7.1  Pounds 

•  3  Year  Extendable  Warranty' 

•  Upgrade  to  a  2.1GB  Hard  Drive,  add  $500. 

•  Dell  Latitude  Desk  Dock"1  Station  with 
Advanced  Port  Replicator,  add  $299. 

PICTURED  SYSTEM 

$4399 

Business  Lease4:  $1 58/Mo. 

Order  Code:  #300347 

DELL  LATITUDE  XPi  P133ST 

133MHz  PENTIUM  PROCESSOR 

•  NEW  Network-ready  Notebook 

•  11.3”  SVGA  Active  Matrix  Color  Display 

•  8MB  RAM  (40MB  Max) 

•  810MB  Hard  Drive  (2.1GB  Max) 

•  256KB  L2  Cache 

•  PCI  Bus  with  128-bit  Graphics  Accelerator 

•  Integrated  16-bit  Sound  with  Built-in 
Dual-ported  Speakers 

•  Smart  Lithium  Ion  Battery 

•  IrDA  1.0  Standard  Compliant 

•  19mm  Optical  Trackball 

•  3.5"  Floppy  Drive 

•  6.1  Pounds 

•  3  Year  Extendable  Warranty 

•  Dell  Latitude  DeskDock  Station  with 
Advanced  Port  Replicator,  add  $299. 

•  Upgrade  to  a  1.2GB  Hard  Drive,  add  $200. 

$3999 

Business  Lease:  $144/Mo. 

Order  Code:  #300340 


DELL  LATITUDE  XPi  P133ST 

133MHz  PENTIUM  PROCESSOR 

•  NEW  Network-ready  Notebook 

•  11.3"  SVGA  Active  Matrix  Color  Display 

•  16MB  RAM  (40MB  Max) 

•  810MB  Hard  Drive  (2.1GB  Max) 

•  256KB  L2  Cache 

•  PCI  Bus  with  128-bit  Graphics  Accelerator 

•  Integrated  16-bit  Sound  with  Built-in 
Dual-ported  Speakers 

•  Two  Smart  Lithium  Ion  Batteries 

•  IrDA  1.0  Standard  Compliant 

•  19mm  Optical  Trackball 

•  3.5"  Floppy  Drive 

•  MS®  Office  Pro  for  Windows®  95 

•  28.8  XJACK®/Cabled  Modem 

•  Leather  Carrying  Case 

•  6.1  Pounds 

•  3  Year  Extendable  Warranty 


$4729 

Business  Lease:  $1 70/Mo. 

Order  Code:  #300348 

DELL  LATITUDE  LM  P133ST 

133MHz  PENTIUM  PROCESSOR 

•  NEW  Multimedia  Notebook 

•  12.1"  SVGA  Active  Matrix  Color  Display 

•  16MB  RAM  (40MB  Max) 

•  810MB  Hard  Drive  (1.3GB  Max) 

•  256KB  L2  Cache 

•  Options  Bay  accepts  6X  CD-ROM, 

3.5"  Floppy  Drive  or  2nd  Li-Ion  Battery 

•  PCI  Bus  with  128-bit  Graphics  Accelerator 

•  Integrated  16-bit  Stereo  Sound 

•  Smart  Lithium  Ion  Battery 

•  Touchpad 

•  IrDA  1.0  Standard  Compliant 

•  Under  7  Pounds' 

•  3  Year  Extendable  Warranty 

•  Upgrade  to  24MB  RAM,  add  $100. 

•  3Com®  lOBaseT Network  Card,  add  $159. 

$3199 

Business  Lease:  $11 8/Mo. 

Order  Code:  #300341 


THE  DELL  DESKDOCK  STATION. 

It  has  all  the  connections  your 
users  need  to  connect  to  the  network 
quickly  and  easily. 


Introducing  the  new  Dell  Latitude  XPi  CD,  the 
notebook  Dell  designed  for  multimedia  with  easy 
connectivity  in  mind.  What  other  notebook  family 
has  an  Advanced  Port  Replicator  for  built-in 
networking?  Or  support  for  every  major  network 
operating  system,  including  Netware,  Banyan 
and  NT?  In  the  office,  just  slide  a  Dell  Latitude 
XPi  into  the  ergonomic  Dell  DeskDock  Station, 
and  it  easily  connects  to  your  Ethernet  or  Token 
Ring  LAN.  And  once  out  of  the  dock  and  outside 
of  the  office,  the  Latitude  XPi  CD  gives  you  a  great 
run  for  your  money.  More  than  4  hours  of  battery 
life,  to  be  exact.* 

Call  to  order  yours  today.  And  get  a  notebook 
that's  got  some  real  connections. 

1X4.1. 


TO  ORDER 


800-626-4320 

http://www.dell.com 

Mon-Fri  7am-9pm  CT  •  Sat  10am-6pm  CT 
Sun  12pm-5pm  In  Canada?  call  800-839-0148 

Keycode  #13028 


tFor  a  complete  copy  of  our  Guarantees  or  Umited  Warranties,  please  write  Dell  USA 
LP„  2214  W.  Braker  Lane,  Suite  D,  Austin,  TX  78758.  *Pnces  and  specifications  valid 
in  trie  U.S.  only  and  subject  to  change  without  notice.  'System  weight  with  floppy 
drive  in  options  bay.  ‘In  Cross-County'  tests  conducted  by  VeriTest  inc.,  a  prototype 
Dell  Latitude  XPi  CD  P150ST  lasted  an  average  of  4  hours  and  15  minutes,  the 
VeriTest  Cross  Country  test  simulates  typical  executive  use  of  MS’  Office  application 
with  Microsoft’  Windows’  95.  Power  management  was  enabled  and  16MB  RAM 
was  installed.  VeriTest  inc.  is  located  in  Santa  Monica.  CA  MS  and  Windows  are 
registered  trademarks  of  Microsoft  Corporation.  The  Intel  Inside  logo  and  Pentium  are 
registered  trademarks  of  Intel  Corporation.  XJACK  is  a  registered  trademark  of  US 
Robotics  Mobile  Communications  Corporation  3Com  is  a  registered  trademark  of 
3Com  Corporation.  ©1996  Dell  Computer  Corporation  All  rights  reserwd 


Trendlines 

Strange  Currency 


EUROMONEY 


As  if  the  impending  crisis  of  the  year 
2000  date  conversion  weren't  worrisome  enough, 
many  CIOs  will  face  additional  stress  if  a  single  Euro¬ 
pean  currency  is  adopted  by  1 999. 

To  avoid  disaster,  Nick  Jones,  a  Surrey,  England- 
based  research  director  at  Gartner  Group  Inc.  who 
has  analyzed  the  possible  effects  of  a  currency 
switch,  advises  CIOs  whose  companies  would  be 
affected  to  plan  their  IT  strategies  now. 

"It  is  vitally  important  to  start  early  to  understand 
the  impact  of  both  [problems],"  he  says.  "If  you  need 
outsourcing  assistance,  get  them  under  contract 
ASAP  before  their  capacity  is  saturated.  And  plan  for 
contingencies,  like  the  unpleasant  possibility  that 
you  may  notfinish  in  time.  You  may  have  to  make 
some  very  hard  decisions  about  what  you  don't  do." 

Necessary  system  changes  might  include 


Words  from  the  Wise 

Emm  OC  longevity  has  long  been^a  hot  t^opic^Hcre'sa^ 

sampling  of  what  we  heard  wh.le  re 
on  CIO  turnover,  winch  begins  on  i-ag 

nns  lose  their  jobs  because  they  wererft  techmca 
“rVe  nh  Tto lose  Aeir  jobs  because  of  the  soft  thtngs. 

enough.  They  .  tofexccuti,e  search  fi-mHalbreehtUebe-man 

-Beverly  Lieberman,  president  of  exe 
Associates  Inc. 

“It  isn’t  what  you  don’t  know  that  will  hurt;  it’s  what  you  t 
who  works  closely  with  Gartner  Group  I Inc. 

“It’s  kind  of  like  calling  in  napalmonyou^^  programs  like 

for  Century  Technology  Group  Inc.  , 

£  .  rin  are  more  than  most  can  deliver. 

“The  expectations  for  t  c  ‘  president  of 

rsssss ^-—^010,^“ 

University's  College  of  Business 


updating  screen  and  report  layouts,  converting  his¬ 
torical  data,  using  multicurrency  systems  and 
updating  currency-handling  hardware  and  software. 

Jones  recommends  first  addressing 
mission-critical  systems  that  affect 
customers  directly,  like  making 
sure  your  company  can  handle 
incoming  money.  "You  won't  go 
out  of  business  if  marketing 
people  can't  get  graphs,"  he  says, 
"but  you  will  if  you  can't  accept 
payments." 

At  least  convincing  CEOs  of 
the  need  to  convert  systems  to 
handle  the  new  currency  should 
be  easier  than  forcing  them  to 
accept  the  date-change  dilem¬ 
ma.  The  year  2000  problem, 
Jones  explains,  requires  sys¬ 
tems  that  do  exactly  what  they 
did  before,  while  the  currency 
switch  clearly  requires  a 
brand-new  approach. 

Jones  stresses  that  as  with 
date  conversion,  the  techno¬ 
logical  problems  involved  in 
adapting  to  the  new  curren¬ 
cy  aren't  such  a  big  deal.  "The 
real  challenge  here  is  project 
management,"  he  says.  ■ 
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ILLUSTRATION  BY  J.D  KING 
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Terab 


The  Trick  Is  Getting  Them  Out. 

Today,  yoflr  mainframe  and  open  systems  users  demand  more  than  massive  storage  capacity. 
They  demand  massive  access  —  non-stop,  fail-safe  and  lightning-fast.  No  small  trick. 
Fortunately,  Amdahl  makes  storage  systems  to  satisfy  the  most  demanding  mindsets. 

Your  open  systems  users  won't  mind  having  unprecedented  data  access.  That’s  what 
our  new  1.VS  4000  client/server  storage  family  delivers.  Performance  that  scales  up 
with  capacity  —  to  a  stunning  20,000  I/Os  per  second  at  a  full  terabyte. 

Our  Spectris™  storage  family  puts  System/390  users'  minds  at  ease  with 
non-stop  data  delivery.  Through  batch  and  on-line  processing,  even 
maintenance.  24  x  365,  non-stop  performance. 

Satisfying  demanding  users  is  no  trick  at  all.  Just  go  with  Amdahl. 

(800)  223-2215.  http://www.amdahl.com. 

01996  Amdahl  Corporation.  Amdahl  is  a  registered  trademark  and  Spectris  is  a  trademark  of  Amdahl  Corporation. 

All  other  trademarks  are  property  of  their  respective  owners. 


OX 
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Trendlines 


“If  technology  gives  me  a 
big  enough  kick,  I  don’t  care 
if  I  throw  it  away  tomorrow. 

If  I  think  I  can  drop  a  quarter- 
million  off  my  budget  by  mak¬ 
ing  some  changes,  I’ll  do  it.” 

-Robert  Rubin 
Vice  President  of  Information  Services, 
Elf  Atochem  North  America  Inc. 


Surfing  for 
Dollars 


FOUND  MONEY 


_  Automatic 

teller  machines  have  made  it 
easy  to  keep  wads  of  cash  on 
hand.  But  staying  flush  can 
be  a  challenge  if  you’re 
headed  for  unknown  territo¬ 
ries.  Now  GlobaLocator 
from  Visa  International  has 
made  finding  ATMs  in  unfa¬ 
miliar  areas  quick  and  easy. 

When  visitors  to  Visa’s 
Expo  Web  site 
( www.visa.com )  type 
any  address  or 
street  intersection 
in  the  world, 

GlobaLocator 
executes  a 
search  to  pinpoint 
the  three  clos¬ 


est  Visa/Plus 
ATMs  as  well 
as  their  hours 
of  operation. 

For  U.S.  locations, 

GlobaLocator  also  provides 
detailed  maps  of  the  sur¬ 
rounding  blocks.  Generated 
using  “Geo-mapping” 
technology  developed  by 
InfoNow  Corp.  of  Denver,  the  maps 
are  pulled  from  a  geographic  informa¬ 
tion  system  (GIS),  which  accesses  a 
geo-code,  or  the  longitude  and  latitude 
of  the  requested  location,  and  matches 
it  with  the  geo-coded  locations. 

So  if  Chelsea  Clinton  were  in  need  of 


Off  the  Shelf 


We've  Got  the  T-E-A- 

Corporate  Culture/Team  Culture 

By  Jacalyn  Sberriton  and  James  L.  Stern, 

Amacom,  1996,  $22.95 

IF  teamwork  IS  AS  American  as  apple 
pie,  mom  and  Little  League,  why  is  in¬ 
troducing  a  company  to  team  manage¬ 
ment  styles  about  as  easy  as  training  a 
camel  to  pirouette?  It  ought  to  be  simple. 

A  little  cheerleading,  a  few  days  together  in 
the  woods  learning  trust  and  creative  prob¬ 
lem  solving  and  voila!  Everybody  gets  a 
T-shirt  and  looks  forward  to  soaring  profits. 

Nice  theory.  But  free  of  mosquitoes  back  in  the  office,  employees  need 
unequivocal  instructions  and  want  to  be  told  precisely  how  personal  per¬ 
formance  will  be  evaluated.  Faster  than  you  can  string  a  rope  bridge  over 
a  waterfall,  frustrated  employees  muttering  “teams  just  don’t  work”  clus¬ 
ter  at  the  coffee  machine. 

In  Corporate  Culture/Team  Culture  by  Jacalyn  Sherriton  and  James  L. 
Stern,  the  authors  draw  upon  their  considerable  experience  as  consultants 
to  illuminate  just  how  and  why  senior  management  should  navigate  the 
change  from  a  hierarchical  organization  to  cross-functional  teams.  After 
defining  “culture”  as  the  set  of  habitual  behaviors  and  values  shared  by 
active  agents  within  an  environment,  Sherriton  and  Stern  make  the  case 
that  the  most  frequent  obstacle  to  change  within  an  organization  is  the 
embedded  corporate  culture.  Simply  put:  Habits  are  hard  to  break. 

The  most  satisfactory  section  of  the  book  is  the  sequence  of  six  chap¬ 
ters  that  map  a  path  for  change,  beginning  with  needs  assessment  and 
moving  through  executive  direction,  infrastructure  change,  the  use  of  col¬ 
lateral  organizations  (temporary  structures  set  up  to  deal  with  a  particu¬ 
lar  task),  training  and  finishing  with  that  often  neglected  but  important 
last  step:  evaluation.  To  demonstrate  that  their  ideas  are  grounded  in  the 
real  world,  Sherriton  and  Stern  refer  to  companies  that  have  met  the  chal¬ 
lenges  of  change.  Some  readers  might  want  more  than  passing  references 
to  recent  experiences  at  such  companies  as  IBM  Corp.,  the  Attorney’s 
Title  Insurance  Fund  and  Mobil  Corp.,  but  the  book  makes  no  pretense  of 
being  an  exhaustive  conglomeration  of  case  studies.  Lucidly  written  and 
illuminated  by  charts  and  diagrams  that  make  sense,  at  a  tad  more  than 
200  pages  it’s  a  quick  read  that  will  keep  you  abreast  of  what  some  man¬ 
agers  claim  is  the  most  important  managerial  innovation  since  a  project 
team  completed  the  blueprints  for  Tut’s  tomb.  -Perry  Glasser 


some  quick  cash,  she  could  log  on  to 
Visa  Expo,  type  her  street  address  and 
learn  that  the  three  Visa/Plus  ATMs 
closest  to  her  Pennsylvania  Avenue  digs 
are  The  Riggs  National  Bank  and  First 
American  Bank  of  Virginia,  both  on 
Wilson  Boulevard;  and  Nationsbank 


Services  Inc.  on  Moore  Street.  (All 
three  happen  to  be  in  Virginia,  so  the 
first  daughter  would  have  to  schlep 
across  the  Potomac  to  fill  her  wallet.) 

GlobaLocator  is  also  available  on 
CD-ROM  and  PC  diskettes  from  Visa’s 
member  banks.  ■ 
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ILLUSTRATION  BY  STEVEN  TRAYNOR 


Imagine  Your  Company  Working  Like  This. 


Application  Plus ®  is  the  integrated  enterprise 
software  that  makes  all  your  systems  work  as  one. 
Smoothly  and  toward  a  single  objective. 

Application  Plus  turns  complex  functions  into 
a  simple  operation.  So  that  everyone  in  your 
organization  can  get  the  information  they  need, 
when  and  how  they  need  it,  and  share  it  with  those 
who  need  to  know. 

Application  Plus  gets  to  work  quickly, 
managing  your  enterprise  with  proven,  trouble-free 
reliability,  no  matter  what  your  hardware,  operating 
or  database  system. 

Managing  software  has  suddenly  gotten  a  lot 
easier.  Now  what  more  could  you  ask? 


INTEGRATED  MANAGEMENT  SOFTWARE 


Daly  &  Wolcott,  Inc.,  21st  Floor,  One  Hospital  Trust  Plaza,  Providence,  RI 02903 
Telephone:  (800)  343-2414,  ext.  315,  Fax:  (401)  351-8484 
Or  visit  us  at  http://ww.dalywolcott.com 
Atlanta  •  Chicago  •  Dallas  •  Los  Angeles  •  Providence 


Microsoft  Windows  NT  Server  4.0 


lets  you  build 


Back  For  war 


Start 


TBegKTuFTSb  eard 


http:  /  /www.  microsof  f 


Internet  Information  Serve. 


■  wmm, 

V  I  nternet  S  ervice  M  anaqer 


♦Connect  time  charges  may  apply.  ©1996  Microsoft  Corporation.  All  rights  reserved.  Microsoft,  Windows  and  Windows  NT 
are  registered  trademarks  and  Frontpage,  the  Start  logo  and  Where  do  you  want  to  go  today?  are  trademarks  of  Microsoft  Corporation. 


intranet 

right  in  the  comfort 
of  your  own  network. 
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Microsoft  Corporation 
announced  today  the 
release  of  Windows  NT 
Server  4.0,  the  latest 
version  of  the  world's 
best-selling  server 
operating  system.  This 
release  brings  customers 
unmatched  ease  of  use 
and  management,  higher 
network  throughput,  and 
- 
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Opening  picluie:  backolf.jpg  at  www.msn.com 


■mill 


New  Windows  NT®  Server  4.0  extends  beyond  file,  print, 
application  and  communication  services  to  offer  a 
complete  and  integrated  Internet  and  intranet  platform. 
You  can  easily  expand  your  existing  network  to  include 
the  Internet  and  intranet  because  Windows  NT  Server 
4.0  comes  with  Microsoft  Internet  information  Server 
and  Microsoft  FrontPage  web  authoring  tool  included  — 
and  Microsoft  Index  Server  is  free  off  the  Web.* 
Innovations  like  PPTP.  MultiLink  Remote  Access  and 
DNS  make  it  even  easier  by  offering  you  secure,  flexible, 
high-bandwidth  communication  across  the  Internet.  And, 


of  course,  Windows  NT  Server  supports  all  standard  internet 
protocols  so  you’re  never  locked  in  or  left  out  in  the  Internet 
cold.  Windows  NT  Server  4.0  performance  is  better  too:  It 
offers  over  twice  the  network  throughput  and  is  35%  more 
scalable  than  Windows  NT  Server  3.51.  Most  importantly, 
Windows  NT  Server  is  easy  to  use.  With  features  like  the 
Windows®  95  interface  and  wizards  that  automate  common 
administrative  tasks,  you  can  move  on  to  more  important 
things,  like  lunch.  If  eating  somewhere  other  than  at  your 
desk  sounds  like  something  you’d  be  interested  in,  take  a 
closer  look  at  Windows  NT  Server  4.0  at  our  Web  site. 


Microsoft 

Where  do  you  want  to  go  today?  "  www.microsoft.com/ntserver/ 


Change  Agent  By  Carol  Hildebrand 

TRANSFORMING  PEOPLE,  PROCESSES  AND  ATTITUDES 


Our  Own  Worst  Enemy 

Change  isn’t  easy — we  know  from  experience. 
But  with  any  luck ,  you’ll  learn  from  our 
mistakes. 


Editor's  Note:  Most  technology  imple¬ 
mentations  require  a  fair  degree  of 
change  management.  This  column  is 
about  our  own  experience  with  a 
change  process  that  went  awry.  The 
pitfalls  that  hampered  our  effort  are 
common  to  many  such  projects, 
regardless  of  the  technology  being 
deployed.  In  our  case,  the  technolo¬ 
gy  happened  to  be  Lotus  Notes  from 
Lotus  Development  Corp.  This  col¬ 
umn  should  in  no  way  be  regarded 
as  a  critique  of  Notes. 

HESE  DAYS,  NOTHING  IS 
more  au  courant  than  change. 
Technology  transforms  itself 
almost  in  real  -time,  businesses 
turn  cartwheels  to  keep  ahead 
of  the  next  business  trend,  and  even 
Betty  Crocker  has  had  a  face  lift  for  the 
’90s.  But  as  popular  as  change  is,  it’s 
tried  far  more  often  than  it  succeeds. 


To  find  the  reason,  you  need  only  look 
in  the  nearest  mirror.  As  Pogo  once 
said,  “We  have  met  the  enemy,  and  he 
is  us.” 

After  all,  machines  aren’t  threat¬ 
ened  by  change;  neither  are  processes. 
Instead,  humans  bear  the  twin  bur¬ 
dens  of  accepting  and  effecting  orga¬ 
nizational  shifts,  and  it’s  frightening 
when  long-held  habits  and  proce¬ 
dures  are  suddenly  held  up  as  The 
Wrong  Thing  to  Do.  That’s  why  in 
survey  after  survey  CIOs  tell  us  that 
they  need  to  learn  to  manage  change. 
Companies  in  constant  flux  yield  a 
workforce  that’s  sprouting  ulcers — 
and  unless  somebody  helps  employees 
understand  the  scary  new  technology, 
the  departmental  wagons  will  circle. 

Believe  me,  we  know.  After  our  edi¬ 
torial  department’s  recent  adventure 
launching  Lotus  Notes,  we’ve  been 
looking  in  the  mirror  quite  a  bit.  (For 


part  one  of  our  saga,  see  “A  Little  of 
That  Human  Touch,”  CIO,  March  1, 
1996.)  We’re  hoping  that  our  experi¬ 
ence,  coupled  with  the  wise  counsel  of 
several  change-management  gurus, 
will  help  you  make  your  next  project 
a  little  less  painful. 

THE  WHOLE  THING  STARTED 
about  two  and  a  half  years  ago,  when 
CIO  Communications  Inc.  formed  a 
cross-functional  Information  Needs 
Committee.  After  several  months  of 
information  gathering  and  general 
cogitation,  the  committee  elected  to 
implement  Notes.  Since  writers  and 
editors  were  the  chief  squeaky  wheels 
among  the  info-sharers,  the  editorial 
department  of  CIO  and  WebMaster 
was  given  the  honor  of  being  the  pio¬ 
neer.  We  formed  a  project  team  con¬ 
sisting  of  a  couple  of  writers  (includ¬ 
ing  this  one),  an  editor  and  a  graphic 
designer,  and  set  out  to  define  what 
applications  to  attack  first. 

The  team  decided  to  begin  with  a 
source  database:  names  of  story  sources 
for  writers,  freelance  writers  for  editors, 
and  illustrators  and  photographers  for 

Cast  of  Characters 

Don  Robinson,  manager  of  the  con¬ 
sulting  group  at  Pritchett  &  Associ¬ 
ates  Inc.,  in  Dallas,  an  international 
consultancy  specializing  in  organi¬ 
zational  change  (drobinson@ 
pritchettnet.com) 

Carla  Paonessa,  managing  partner, 
change  management  products, 
Andersen  Consulting,  Chicago 
(carlajpaonessa@ac.com) 

Ann  Marie  Creighton,  a  San  Jose, 
Calif.-based  senior  manager  in 
Ernst  &  Young  LLP's  performance 
management  group,  which  spe¬ 
cializes  in  change  management 
(a.creighton@ey.com) 
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Change  Agent 

graphic  designers.  The  idea  was  to  elim¬ 
inate  the  fragmented  “islands  of  infor¬ 
mation”  that  grew  when  each  person 
kept  a  personal  source  file.  If  a  writer 
needed  an  analyst  with  expertise  in 
Web-based  access  to  data  warehouses, 
for  example,  the  database  would  provide 
skillions  of  them,  and  the  list  would  grow 
with  each  issue.  We  wanted  as  compre¬ 
hensive,  one-size-fits-all  an  application 
as  we  could  get. 

Following  the  “bigger  is  better”  theme, 
we  put  everything  but  the  soda  machine 
in  each  source  view.  Name  and  phone 
number?  Kid  stuff.  We  included  fields  for 
PR  contacts,  pager  numbers,  secretaries’ 
children’s  birthdays,  you  name  it. 
Working  with  a  contract  developer,  we 
introduced  a  prototype  to  the  staff,  who 
gave  us  advice  and  suggestions.  We 
revamped  the  source  database  and  rolled 
it  out;  the  response  was  similar  to  the 
sound  of  no  hands  clapping. 

To  generate  enthusiasm,  we  created 
some  discussion  databases.  We  started  a 
post-mortem  file  in  which  people  could 
discuss  the  content  and  design  of  past 
issues,  and  we  launched  an  ideas  database 
for  advance  winnowing  of  possible  story 
ideas,  with  an  eye  toward  streamlining 
our  formal  idea  meetings.  Introducing  the 
discussion  groups  brought  another  col¬ 
lective  groan  from  the  editorial  depart¬ 
ment  at  large. 

At  this  point,  a  certain  mulish  attitude 
is  simmering  in  our  group;  when  I  asked 
for  opinions  regarding  the  endeavor, 
I  got  several  earfuls.  I’ve  broken  down 
the  gripes  into  several  categories  and  fol¬ 
lowed  them  with  sage  advice  that  I  hope 
we’ll  be  smart  enough  to  take. 

Managing  expectations 

In  our  zeal  to  get  folks  psyched  about 
Notes,  we  may  have  made  people  think 
that  it  was  second  only  to  Bill  Gates  in  its 
omnipotence.  Reality  bites.  Folks  also 
expected  a  faster  payback  than  they  got. 

OBSERVATION:  It’s  no  fun.  I  have  no  time 
to  learn  the  power  of  it.  It  was  supposed 
to  be  the  be-all  and  end-all  answer  to  all 
our  troubles — not.  -Editor 

OBSERVATION:  Our  project  developed 
slowly  while  we  were  launching  a  num¬ 
ber  of  other  major  initiatives,  including 


our  Web  efforts.  It  was  delayed  several 
times  from  inception  to  implementation, 
always  for  good  reasons,  but  it  did  put 
project  momentum  on  hold. -Writer 

ADVICE:  The  biggest  problem  seems  to  be 
in  the  way  expectations  were  set  upfront. 
Notes  was  heavily  hyped  as  a  tremendous 
solution.  We  can  imagine  several  meet¬ 
ings  in  which  the  benefits  were  “sold”  to 
the  future  users.  But  no  mat¬ 
ter  how  beneficial  a  techni¬ 
cal  solution  may  be,  im¬ 
plementation  is  always 
painful.  Even  the  best- 
planned  rollouts  are 
riddled  with  technical 
glitches.  Promising 
anything  else  sets  false 
hopes  and  creates  tre¬ 
mendous  frustration  when 
those  hopes  are  not  fulfilled. 

Leaders  of  systems  change 
efforts  must  resist  the  urge  to  promise  the 
world.  Instead,  they  should  promise  dif¬ 
ficulty,  anxiety,  communication  problems 
and  confusion.  These  are  promises  that 
can  be  kept.  -Don  Robinson 

Why  are  we  doing  this? 

What's  the  business  payback? 

OBSERVATION: The  Information  Needs 
Committee  chose  the  product,  but  I 
don’t  know  the  process  they  used  to  do 
so.  It  just  appeared,  like  the  old  deus  ex 
machina.  -Writer 

OBSERVATION:  I  wonder  if  we  didn’t  fail 
to  heed  the  advice  we  give  our  readers: 
Decide  what  you  want  to  do  and  then 
choose  your  technology.  I  sense  that  we 
married  ourselves  to  the  product  and 
then  scurried  to  see  what  we  could  do 
with  it.  -Writer 

ADVICE:  Technology  is  supposed  to  be  an 
enabler,  not  the  driver;  the  business  need 
should  be  the  driver.  You  need  to  reex¬ 
amine  your  business  and  workflow 
requirements.  What  did  you  need  the 
technology  to  support? 

It  may  be  time  to  reassess  the  solu¬ 
tion.  If  your  fact  checkers,  for  example, 
are  having  difficulty  accessing  the  data¬ 
base  in  a  timely  way,  it’s  costing  you  time 
and  energy.  While  it  may  take  a  brave  per¬ 
son  to  say  it,  you  need  to  ask,  “Do  we 


have  the  right  answer  here  for  our  busi¬ 
ness  problem?”  -Ann  Marie  Creighton 

Technical  difficulties 

OBSERVATION:  At  this  point,  no  one  in 
the  art  department  can  access  the 
source  database.  That’s  the  largest  frus¬ 
tration  for  me.  I’m  generally  game  to 
try  new  things  and  would  have  even 
attempted  to  build  a  design- 
specific  database  to 
get  people  revved 
up,  but  there’s  no 
point  if  they  can’t 
access  it.  -Graphic 
designer 

[Note:  We’re  a  Mac¬ 
intosh  shop,  and  Notes’ 
primary  platform  is  the 
PC.  One  consequence: 
There’s  some  electronic  argument 
between  the  software  package  and  the 
graphic  designers’  large  store  of  fonts.] 

OBSERVATIONS  hate  it.  The  program  is 
big  and  sloppy,  takes  up  too  much  mem¬ 
ory,  has  no  notification  options  (like 
when  you  have  a  new  submission  in  the 
database  for  your  column,  for  example) 
and  has  all  kinds  of  weird  jargon.  It  feels 
very  inflexible  even  though  it’s  supposed 
to  be  very  flexible.  You  can’t  cut  and 
paste  into  or  out  of  it,  and  it  encourages 
overkill:  too  many  lines  of  input,  too 
many  forums,  too  many  questions, 
fields,  etc.  -Writer 

OBSERVATIONS  find  it’s  much  harder  to 
get  information  out  than  put  it  in.  I  load 
all  this  stuff  in,  then  am  lulled  into  a  false 
sense  of  security,  thinking  it  is  at  my  fin¬ 
gertips.  But  when  I  need  it,  especially  if 
I  need  it  fast  or  while  I’m  on  the  phone, 
the  info  is  not  only  hard  to  find  and 
manipulate,  it’s  tough  to  print  or  send 
via  e-mail.  -Editor 

ADVICE:  Your  biggest  problem  is  that  of 
technical  incompatibility  between  your 
hardware  and  software.  You  really 
can’t  do  anything  until  you  fix  that. 
Your  choices  are  not  fun:  You  can 
either  migrate  your  hardware  platform 
to  PCs,  which  are  more  Notes-friendly, 
or  you  can  go  to  software  that  works 
better  with  the  Mac.  -Carla  Paonessa 
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Change  Agent 


ADVICE:  It  sounds  like  there  are  some 
strange  structural  things  causing  the 
application  to  be  so  inefficient.  I  recom¬ 
mend  you  get  an  independent  assess¬ 
ment  of  the  framework  of  your  applica¬ 
tion  and  see  if  there’s  a  way  to  fix  the 
structure.  -Creighton 

Bad  choice  of  pilot  application 

OBSERVATION:  I  think  we  tried  to  solve  all 
the  world’s  problems  in  our  first  appli¬ 
cation.  By  planning  for  every  contin¬ 
gency,  we  made  the  application  so  com¬ 
plicated  that  users  met  with  frustration 
the  first  time  they  tried  Notes.  -Editor 

OBSERVATION:  It  seems  like  we’ve  got  a 
super-deluxe  Swiss  Army  Knife  with 
every  conceivable  attachment,  but  all 
we  really  use  are  the  knife  and  bottle 
opener.  -Writer 


Sponsorship 

OBSERVATION:  I  don’t  think  anyone  suc¬ 
cessfully  championed  the  effort.  An  edi¬ 
tor  sent  lots  of  e-mails  about  what  we 
could  and  should  do  with  groupware, 
but  no  one  at  the  top  ever  set  an  exam¬ 
ple  of  what  great  things  we  could  ac¬ 
complish  with  the  application. -Writer 

OBSERVATION:  Our  implementation  is 
pretty  kludgy  compared  with  how  we 
used  Notes  at  my  old  job,  where  it  was 
our  primary  e-mail  system  and  doc¬ 
ument/file  management  tool.  There,  it 
was  pretty  well-regarded  despite  occa¬ 
sional  crashes.  Here,  I  have  trouble 
keeping  track  of  what’s  in  it,  as  opposed 
to  what’s  on  the  Mac  network.  At  my 
old  company,  everything  was  in  Notes 
databases,  so  there  wasn’t  any  con¬ 
fusion.  My  conclusion:  If  yer  gonna  do 
it,  go  for  the  whole  hog. -Writer 


OBSERVATION:  We  launched  our  use  of 
this  technology  with  an  application 
that  has  a  delayed  payoff.  When  you’re 
already  swamped  with  work,  it’s  hard  to 
justify  spending  two  hours  retyping  all 
of  your  sources  into  a  form  when  the 
effort  isn’t  likely  to  yield  any  immediate 
benefits.  -Editor 

ADVICE:  It  sounds  like  features 
have  been  allowed  to  sup¬ 
plant  functionality  in 
importance — a  very  com¬ 
mon  problem  among 
technology  implemen¬ 
tations.  In  other  words, 
software  features  (e.g., 
this  package  can  do 
X,  Y  and  Z)  became 
more  important  than 
functionality  (e.g.,  I  need 
the  ability  to  share  data). 

The  result  is  a  rollout  that  was  forced. 
-Robinson 

ADVICE:  In  any  change,  it  is  important 
to  engineer  early  wins.  That  may  mean 
choosing  to  implement  only  some  small 
portion  of  the  system  initially,  but  doing 
so  quickly  can  build  support  for  the 
system  even  in  the  face  of  problems 
that  are  sure  to  follow.  It  sounds  as  if 
there  were  no  early  wins  in  your  imple¬ 
mentation.  Yours  was  an  all-or-nothing 
proposition.  -Robinson 


ADVICE:  One  of  the  most  important 
things  is  the  notion  of  sponsorship. 
There  has  to  be  someone  who  believes 
that  change  needs  to  happen  and  has  a 
clear  picture  of  why  you’re  even  both¬ 
ering.  The  sponsor  must  also  under¬ 
stand  the  complexity  of  relationships 
and  decisions  that  have  to  be  made 
and  be  able  to  al¬ 
locate  enough  re¬ 
sources  to  man¬ 
age  the  transition. 
But  sponsorship 
is  not  just  one 
person.  You  have 
to  build  sponsor¬ 
ship  among  all 
members  of  the 
community  who 
have  power  to  kill 
projects.  -Creighton 

ADVICE:  I  suggest  that  you  create  another 
team  with  clearly  defined  roles  and 
responsibilities.  The  team,  which  ought 
to  be  a  mix  of  skeptics  and  enthusiasts, 
should  run  some  “grievance  barrier” 
sessions  to  document  user  problems.  It 
should  also  come  up  with  new  imple¬ 
mentation  plans,  systems  fixes,  train¬ 
ing,  retraining  and  a  Dummies’  guide 
to  using  Notes.  For  a  time,  the  enthusi¬ 
asts  could  officially  take  on  a  coaching 
role.  -Creighton 


Training 

OBSERVATION:  The  training  we  got  was 
horrible.  We  seemed  so  sure  that  the 
first  application  had  to  be  up  and  run¬ 
ning  by  such  and  such  a  time.  We  got  it 
running  (sort  of),  but  we  never  got  the 
type  of  training  it  required.  By  the  time 
it  actually  started  working,  the  little  bit 
of  training  we’d  had  was  long  forgot¬ 
ten.  -Editor 

ADVICE:  You’ve  got  to  have  training,  but 
don’t  be  surprised  if,  even  with  class¬ 
room  training,  people  have  a  gazillion 
questions  the  next  day.  People  will  need 
more.  Training  should  be  put  in  context 
of  how  it  can  help  you  do  your  daily  job. 
Teach  the  two  or  three  things  that  peo¬ 
ple  will  need  and  save  the  rest  for  a  later 
training  session. 

Big  documentation  manuals  are  for¬ 
bidden.  Make  little  flip  pocket  cards  that 
are  easy  to  use. 

You  will  need  a  temporary  help  desk. 
Someone  needs  to  be  there  to  answer 
questions,  like  a  power  user  who  gets 
paid  a  little  extra  money  for  taking  on 
an  additional  responsibility.  If  you’re 
under  pressure  and  you  want  to  use  an 
app,  it’s  frustrating  as  hell  if  you  can’t 
get  help.  -Paonessa 


P.S.AIovenote(s) 

I’m  mad  at  everybody  for  being  so 
averse  to  change.  In  this  case,  change  is 
good!  I  love  what  Notes  can  do  for  us. 
(Granted,  I’m  not  entirely  objective 
since  I  feel  very  attached  to  the  data¬ 
bases  that  I  created.)  But  Notes  is  awe¬ 
some.  Everybody  is  so  paranoid  they’ll 
have  more  work  that  they’re  not  able  to 
look  beyond  the  temporary  glitches. 
Grrr!  -Notes  administrator 

Addendum:  Concerned  readers  may  be 
relieved  to  know  that  we  do  appear 
to  he  smart  enough  to  take  sage 
advice  when  proffered.  Shortly  after 
managers  read  a  draft  of  this  column, 
they  decided  to  step  back  and  reex¬ 
amine  the  business  goals  of  the  proj¬ 
ect.  The  source  database  application 
has  been  put  on  temporary  hiatus 
until  we  fix  the  glitches.  QS1 


Senior  Writer  Carol  Hildebrand  can  be 
reached  at  cjh@cio.com. 


34  CIO  /  NOVEMBER  1 ,  1  996 


http://www.cio.com 


The  Internet  is  now  safe  for 


tk 


more  man  window 


indow-sk 


oppini 


Working  with  EDS,  First  Virtual  is  making  the  Internet  a  sale  place  to  use  a  credit  card. 


0„,  day,  a  man  named  Lee  Stein  came  to  EDS 
witk  a  vision. 

He  Lei  ieved  tkat  ke  kad  figured  out  a  secure 
way  for  people  to  use  plastic  over  tke  Internet.  It 
involved  assigning  VirtualPIN1M  numbers  to 
account  kolders  wko  could  tlien  place  orders  witk 
merckants  worldwide. 

A  nice  vision.  But  it  tool?  a  CoSourcing 
relationskip  witk  EDS  to  make  it  a  reality.  We 
figured  out  a  practical  way  to  cross-ckeck  PIN 
numbers  with  credit  card  numbers,  then  designed 


a  confirmation  process  that  made  tke  wkole 
system  bulletproof. 

Tod  ay,  witk  EDS  securely  processing  tke 
transactions  for  customers  in  162  countries, 
Lee’s  new  company,  First  Virtual,  is  doing  well. 
Transactions:  1,000,000.  Cases  of  fraud:  0. 

To  1  earn  kow  an  EDS  CoSourcing 
relationskip  can  benefit  your  company,  contact 
us  at  1-800-566-9337  or  at  info@eds  .com. 

Or  visit  us  at  http://www. eds.com. 


►  A  more  productive  way  of  working 


EDS 


019%  EDS.  EDS  is  a  registered  trademark  and  CoSourcing  is  a  service  mark  of  Electronic  Data  Systems  Corporation.  Virtual  PIN  »*  a  trademark  of  First  Virtual  Holdings  Inc 
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software,  we  try  to  anticipate  the  President, 

B  a  a  n  Americas 

problems  our  customers  may  face  tomorrow. 

Partnering  with  Informix  gives  us  the  ability  to 
create  software  that  is  extensible  and  configurable 
to  any  stage  in  a  customer's  business  life  cycle. 

Because  we  believe  the  faster  you  adapt  to  change, 
the  faster  you'll  become  an  industry  leader." 


"Informix  isn't  just  about  database  software.  We  have 
the  people,  the  technology,  and  the  partners,  like  Baan, 
to  make  our  customers  successful  today  and  in  the  future, 
no  matter  how  unpredictable  their  business  may  be." 


Tony  DeCicco 

Vice  President 
of  Professional 
Services, 
Informix 


At  Informix,  we  deliver  innovative  database  tech¬ 
nology  for  a  growing  number  of  industry  leaders 
worldwide.  By  teaming  with  companies  who  share 
our  vision,  we  provide  our  customers  with  the 
solutions  they  need  to  stay  ahead  of  change, 
make  the  most  of  emerging  opportunities, 
and  gain  a  competitive  edge  in  business. 


©1996  Informix  Software.  Inc.  All  rights  reserved  The  following  are 
worldwide  trademarks  of  Informix  Corporation.  Informix  Software. 
Inc.,  or  their  subsidiaries,  registered  in  the  United  States  as 
indicated  by  ®.  and  in  numerous  other  countries  worldwide: 
INFORMIX®  All  other  names  or  marks  may  be  trademarks 
of  their  respective  owners 
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INDUSTRY  ANALYSIS  FROM  THE  RESEARCH  COMMUNITY 


The  New  Breed 

To  attract  and  retain  the  most  suitable 
IS  professionals,  CIOs  need  to  offer 
compensation  packages  that  fit  today’s 
corporate  culture 

BY  DAVID  FOOTE 

WITH  THE  MOVE  to  cus¬ 
tomer-oriented,  business¬ 
centric  IS  organizational 
models  in  full  gear,  peo¬ 
ple  issues  are  supplanting 
technology  issues  as  the  chief  impedi¬ 
ment  to  a  CIO’s  success.  Recent  re¬ 
search  by  Meta  Group  Inc.  reveals  se¬ 
nior  IS  executives  believe  that  up  to 
one-half  of  their  current  staffs  do  not 
possess,  and  likely  never  will  possess, 
the  critical  qualities  of  the  new-breed 
IS  professional.  Indeed,  the  combina¬ 
tion  of  knowledge,  skills,  experience 


and  motivation  required  by  an  IS  orga¬ 
nization  to  serve  the  needs  of  the  21st 
century  corporation  is  mind-boggling. 

Because  that  new  reality  requires 
substantial  cultural  modification, 
CIOs  face  enormous  challenges  in 
retraining,  redeploying,  replacing  and 
recruiting  IS  staff.  Two  crucial  tasks 
will  prove  to  be  among  the  most  dif¬ 
ficult  and  complex:  creating  and 
staffing  with  suitable  candidates  sev¬ 
eral  key  IS  positions  in  the  evolving 
enterprise,  and  determining  how 
much  to  pay  and  how  to  motivate 


with  incentives  and  rewards  those  IS 
professionals. 

A  Meta  Group  study,  “1996  Report 
on  the  New  IS  Professional:  Job  Des¬ 
criptions,  Salaries  &  Best  Practices,” 
identifies  many  new  IS  positions,  com¬ 
pares  salaries  and  bonuses  in  major 
U.S.  metropolitan  areas,  and  provides 
insight  into  the  best  practices  of  corpo¬ 
rations  meeting  IS  staffing  imperatives. 

New  Career  Opportunities 

New-breed  IS  professionals  combine 
updated  technical  skills  with  business 
knowledge  and  aptitude,  solid  inter¬ 
personal  skills,  a  customer-  and  ser¬ 
vice-driven  attitude,  and  a  facility  for 
risk  taking.  They  excel  in  team-based 
environments  operating  under  pres¬ 
sure,  where  adaptability,  flexibility 
and  project  management  skills  are  key 
attributes  for  completing  work  that  is 
increasingly  cross-functional  in  nature. 
Among  the  core  competencies  that 
such  individuals  bring  to  their  work 
are  demonstrated  skill  at  business  pro¬ 
cesses,  negotiation,  collaboration, 
marketing,  coaching,  communication, 
innovation  and  leadership.  Several 


A  Sampler  of  IS  Titles 

Data  Warehousing 

Vice  president  (director),  data  warehouse  group 
Data  warehouse  project  manager  (back  end, 
front  end) 

Senior  data  warehouse  architect 
Senior  data  warehouse  engineer 
Senior  DSS  (or  EIS)  analyst 
Senior  DSS  engineer 
Data  warehouse:  designer,  programmer, 
administrator,  auditor,  information  security 
manager,  management  scientist 

Unix  Systems  Engineering  &  Operations 

Director,  Unix  computing 
Director/manager-level  positions  for 
engineering  and  operations 
Senior  systems  programmer,  Unix  operating 
systems 


Window  NT  Systems  Engineering/ 

Operations 

(similar  to  Unix) 

Enterprise  Applications 

Corporate  messaging  manager 

Specific  to  groupware  (or  Notes):  project 
manager,  architect,  senior  engineer,  senior 
analyst,  programmer,  quality  assurance 
auditor,  administrator,  user  support 

IS/Business  Account  Management 

Director,  senior  consultant  and  consultant 
positions  (company  culture  will  dictate 
appropriate  job  title) 

Business  Applications  Development 

Director  (manager),  business  applications 
development 

Senior  developer  and  developer  positions 

Intranet/ Web  Development 

Project  manager  -  intranet  /  Web 

Webmaster 


Web  developer  /  programmer 
Intranet  network  /  systems  administrator 
Web  user  support  consultant 

Database  Administration 

Database  administrator 

Senior  systems  programmer,  RDBMS 

LAN  Engineering  &  Operations 

Director,  client  &  LAN  systems 
Director  and  senior  manager  positions 
in  operations 
Senior  network  engineer 

Project  Management 

Manager  and  specialist-level  PM  facilitation 
positions 

Information  Architecture 

Information  architect 
Applications  systems  architect 
Network  systems  architect 

SOURCE:  META  GROUP 
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You  can  buy  standalone  network  products  forever. 

Or  get  the  System  5000  today. 

Bay  Networks  System  5000™  simplifies  networking  by  integrating  technolo¬ 
gies  in  a  single  platform.  Integration  means  savings  and  flexibility.  Plus, 
more  management  control  over  your  network  with  Optivity®,  the  industry’s 
leading  network  management  solution.  Best  of  all,  the  System  5000  lets  you 
easily  move  from  Ethernet  switching  today  to  ATM  switching  tomorrow. 
Call  1  -800-8-BAYNET  ext. 216  for  a  free  guide  to  switched  internetworking, 
or  see  it  online  at  www.baynetworks.com/more. 


ATM 


Switching 

Virtual  Network  Routing 


LAN  Routing 


Ethernet 
Token  Ring 
Fast  Ethernet 
FDDI 


WAN  Routing 


ISDN 

Frame  Relay 
Leased  Line 
X.25 
SMDS 


Remote  Access  & 
Communications  Services 


Optivity *  The  leading 


network  management  solution. 


©  1996  Bay  Networks.  Inc  "People  connect  with  us"  is  a  trademark  of  Bay  Networks.  Inc. 
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new  IS  positions  in  the  emerging  orga¬ 
nizational  models  are  attracting  the 
attention  of  business  leaders;  we  recom¬ 
mend  them  to  those  who  wish  to  im¬ 
prove  IS  career  longevity. 

Few  IS  shops  can  afford  the  ongoing 
expense  and  questionable  loyalties  of 
outside  contractors  or  the  extravagance 
of  hiring  large  numbers  of  individuals  at 
competitive  salaries  that  command  pre¬ 
miums  of  15  to  70  percent  or  more. 
Though  a  few  of  those  key  positions  are 
being  filled  by  former  IS  customers  trans¬ 
ferring  from  the  business  units  (3  to  5 
percent  by  1997),  the  majority  are  filled 
by  temporary  transfers,  a  staffing  trend 
that  is  blurring  the  distinction  between 
business-unit  power  users  and  business- 
knowledgeable  IS  hybrids.  Those  in  IS 
who  volunteer  for  assignments  that 
physically  place  them  in  the  business 
units  or  who  are  continually  building 
professional  or  personal  relationships 
with  their  business  counterparts  through 
joint  projects  are  able  to  make  the  trans¬ 


fer  more  easily  and  should  be  encour¬ 
aged  and  rewarded.  Career  development 
(and  even  survival)  in  the  new  IS  world 
will  reward  those  who  undertake  self- 
criticism  and  aggressively  take  responsi- 

New-breed  pay  plans  are 
more  attractive  than  tradi¬ 
tional  IS  compensation. 

bility  for  defining  their  role  in  the  less 
hierarchical,  more  pragmatic  and  busi¬ 
ness-driven  IS  models.  The  image  of  IS 
in  the  company  will  also  benefit. 

Although  many  “hybrid”  positions — 
typically  requiring  business  specialist/ 
technology  generalist  qualifications — 
are  easily  filled  with  internal  candidates, 
mistakes  are  common.  Meta  Group’s 
research  with  respect  to  internal  appli¬ 
cants  indicates  a  higher  incidence  of  suc¬ 
cess  with  business-unit  candidates  (87 


percent)  than  with  IS  candidates  (35  per¬ 
cent),  with  CIOs  often  citing  personal 
“chemistry”  as  the  crucial  determinant 
of  job  success.  Our  research  indicates 
that  behavioral  aspects  are  given  insuf¬ 
ficient  emphasis  by  IS  management  in 
hiring  decisions.  The  cultural  change 
necessary  in  the  transition  to  the  new 
model  requires  people  gifted  with  an 
arsenal  of  behavior-modification  tech¬ 
niques  as  well  as  considerable  emotion¬ 
al  and  intellectual  persuasive  power. 

Migrating  current  positions  into  the 
new  environment  does  not  necessarily 
require  changing  the  name  of  the  job, 
although  we  strongly  encourage  titles 
that  are  business  friendly  and  not  tech¬ 
nical  sounding.  Common  career  paths 
indicated  in  our  research  include  data¬ 
base  administrators  becoming  data  ware¬ 
house  designers  and  architects;  systems 
programmers  shifting  to  data  warehouse 
engineers,  programmers  and  adminis¬ 
trators;  and  systems  analysts  assuming 
decision-support  system  and  executive 


Choose  A  Partner  Who  Knows  The  Way.  The  competitive  edge 
delivered  by  today’s  advanced  distributed  technology  is  critical.  But  the 
costs  can  be  outrageous  -  as  much  as  ten  times  purchase  price  to  maintain 
and  service  the  average  desktop.  That's  why  IT  executives  are  being 


squeezed  so  hard  to  get  control  over  spending  and  achieve  business-driven 
solutions  instead  of  just  high-tech  fashion  shows,  As  a  multi-billion 
dollar  worldwide  provider  of  technology  management  services,  Inacom 
uses  a  tough,  business-driven  approach  to  managing  distributed  technology 


information  system  responsibilities. 

Though  internal  hiring  through 
retraining  and  redeployment  requires 
sufficient  investment  in  training  for  both 
technical  skills  and  “softer”  manage¬ 
ment  and  behavioral-based  competen¬ 
cies,  our  research  indicates  that  training 
budgets  have  declined  in  recent  years. 
Failure  to  provide  proper  training  leads 
to  high  opportunity  costs  associated 
with  people  seeking  education  from  their 
peers  and  superiors;  those  costs  tend  to 
evade  the  scrutiny  of  managers  who 
focus  on  direct  expenditures.  Ironically, 
some  companies  are  solving  that  prob¬ 
lem  by  actually  encouraging  selected 
new-breed  IS  hires  to  actively  engage  in 
peer-level  coaching  and  training,  partic¬ 
ularly  in  relationship  building,  market¬ 
ing  and  interpersonal  skills.  That  train¬ 
ing  becomes  part  of  their  job  descrip¬ 
tions  and  is  factored  into  their  incentive 
or  merit  increase  plans,  makes  shadow 
costs  visible  and  helps  justify  the  higher 
expense  of  new-breed  hires. 


Paying  the  New  Breed 

New-breed  pay  plans  are  generally  more 
attractive  than  traditional  IS  compensa¬ 
tion,  but  that  alone  will  not  ensure  staff 
retention.  Changes  in  compensation 
require  comprehensive  changes  in  cor¬ 
porate  culture,  and  considerable  resis¬ 
tance  to  cultural  change  exists  at  most 
companies  within  both  IS  and  the  corpo¬ 
rate  power  structure.  Natural  and  expect¬ 
ed,  resistance  can  be  neutralized  with  edu¬ 
cation,  persuasion  and  perseverance.  Two 
of  the  more  surprising  cultural  barriers  to 
the  compensation  question,  according 
to  Meta  Group,  have  been  the  lack  of 
understanding  and  the  absence  of  per¬ 
spective  about  IS  evolution.  Most  com¬ 
pensation  consulting  firms  concede  that 
their  comprehension  of  the  new  IS  roles 
and  responsibilities  is  incomplete. 

While  companies  are  in  fact  aug¬ 
menting  base  salary  with  cash  incentives 
to  help  keep  their  workers,  they  are  also 
retaining  them  with  the  lure  of  advanced 
technologies,  self-directed  and  well-fund¬ 


ed  educational  and  skill  development 
opportunities,  stock  options,  attractive 
career  development  potential,  flexible 
work  hours  and  work  life  (e.g.,  telecom¬ 
muting),  and  other  noncash  incentives. 

A  larger  issue  for  CIOs  to  recognize  is 
that  many  corporate  compensation  pro¬ 
grams,  designed  for  stable  business  envi¬ 
ronments  and  hierarchical  organizations, 
are  not  linked  to  business  strategy. 
Originally  developed  as  “one  size  fits 
all”  programs  to  support  long-term 
development  in  vertical  career  paths,  they 
have  evolved  into  control  mechanisms 
that  emphasize  promotions  and  benefits 
programs,  especially  pensions. 

Changes  in  the  business  environment 
have  forced  changes  in  the  management 
of  human  resources.  One  of  the  most 
significant  trends  in  compensation 
strategies  is  the  shift  in  the  “ownership” 
of  the  compensation  system  from  HR  to 
managers.  As  key  business  goals  are 
increasingly  linked  to  pay  plans,  the 
focus  is  more  on  external  competitive- 


and  puts  you  in  control  of  your  enterprise.  Nobody  else  does  this  as  well,  or 
as  efficiently  -  one  cohesive  structure  from  design  and  procurement  to 
support  and  asset  management.  Inacom  was  the  first  to  earn  IS0-9001 
quality  certification.  And  we  are  the  first  to  bring  the  complete,  business- 


driven  mindset  to  distributed  technology,  If  you're  absolutely  positive 
your  computer  and  communications  systems  are  delivering  every  ounce  of 
productivity  you  paid  for,  we 
salute  you.  If  not,  we  should  talk. 

800  843-2762  http://www.inacom.com  NASDAQ:  INAC 
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1996  New  Breed:  Average  Salaries 


What  you  get  depends  on  what  you  do  and  where  you  do  it 


Position 

New  York 

Chicago 

St.  Louis 

Boston 

San  Francisco  1 

Factors  for  adjusting 
salaries,  bv  industry  sector 

Data  warehouse  project  manager 

$90,991 

$74,983 

$71,613 

$77,511 

$84,251 

Industry  Sector 

Multiplier 

(DSS  or  back-end  processing) 

Senior  data  warehouse  architect 

75,647 

68,800 

53,811 

61,610 

77,987 

Finance/Banking  . 

..1.11  ±.10 

Senior  data  warehouse  engineer 

73,165 

58,080 

52,045 

59,588 

75,428 

Healthcare . 

..  1.10  ±.08 

Senior  DSS  analyst 

74,005 

69,331 

64,657 

66,994 

77,900 

Utilities . 

..  1.07  ±.05 

Data  warehouse  administrator 

63,147 

53,861 

45,194 

52,623 

61,909 

Transportation  .. 

. .  1 .02  ±  .08 

Manager,  Unix  systems  engineer 

103,412 

81,537 

71,593 

88,497 

99,435 

Service/For  Profit 

..1.01  ±.06 

Senior  systems  programmer,  Unix 

78,970 

64,247 

57,555 

68,932 

76,293 

Wholesale/Retail 

..  1.00±.07 

Senior  business/technology 

105,000 

88,200 

68,250 

77,700 

99,750 

Insurance . 

. .  1 .00  ±  .05 

consultant  (account  management) 

Manufacturing  .. 

..0.98  ±.06 

Director,  business  app.  development 

137,865 

127,361 

105,040 

101,100 

131,300 

Senior  business  applications  developer 

66,554 

59,712 

51,004 

60,334 

62,200 

Government ..... 

..0.96  ±.04 

Senior  systems  programmer,  RDBMS 

72,415 

57,484 

51,512 

58,978 

74,655 

SOURCE:  META  GROUP 

ness  and  less  on  internal  equity.  Rewards 
for  the  right  skills,  knowledge  and  expe¬ 
rience  are  more  common,  as  are  team 
performance  bonuses  and  competency- 
based  pay  components. 

For  many  CIOs,  that  trend  means 
greater  organizational  responsiveness  in 
supplying  what’s  needed.  Among  the 
new  trends  indicated  in  Meta  Group 
research,  70  percent  of  surveyed  com¬ 
panies  are  paying  premiums  for  “hot” 
IS  skills,  and  more  than  80  percent  are 
providing  some  form  of  cash  bonus  or 
incentive  plan  for  their  IS  workers, 
though  less  than  20  percent  offer  team 
incentive  plans  and  even  less  give  dis¬ 
cretionary  bonuses.  Our  research  indi¬ 
cates  that  the  use  of  formal  job-evalua¬ 
tion  systems  for  IS  is  declining,  with 
nearly  80  percent  of  companies  now 
making  market  adjustments  to  salaries 
to  attract  or  retain  the  new  breed,  most¬ 
ly  on  a  case-by-case  basis. 

Meta  Group  is  seeing  traditional  job 
hierarchies  phased  out  as  broadbanding 
and  ceilingless  salary-range  structures 
have  gained  in  popularity,  both  of  which 
reward  the  IS  professional  who  acquires 
the  new  skills  and  wants  to  try  new  jobs. 
Other  popular  compensation  trends  such 
as  pay-for-performance  and  variable  pay 


(e.g.,  cash  profit  sharing)  offer  significant 
advantages  for  those  companies  able  to 
make  the  difficult  cultural  adjustments 
necessary  to  become  truly  customer- 
focused  and  performance  based. 

Incentive  plans  have  become  particu¬ 
larly  fashionable  after  the  downsizing 
trend,  partly  because  companies  see  them 
as  a  way  to  win  back  disaffected  employ¬ 
ees  and  rebuild  team  spirit.  CFOs  are 
naturally  attracted  to  the  notion  that 
incentive  pay  improves  retention  rates 
and  saves  money  by  replacing  fixed  costs 
with  variable  costs;  CIOs  find  it  every  bit 
as  enticing  because  such  plans  work  best 
when  part  of  broad  cultural  change  ini¬ 
tiatives.  To  motivate  IS  workers  in  the 
new  environment,  Meta  Group  recom¬ 
mends  individual  incentive  plans  that 
closely  link  pay  to  performance  and 
small-group  incentives  that  foster  team¬ 
work  and  reward  organizational  accom¬ 
plishment.  Those  recommendations  hold 
true  for  the  new-breed  IT  workers,  who 
are  high  achievers,  team-oriented  and 
responsive  to  incentives.  For  example,  if 
an  enterprise  were  developing  a  large  data 
warehouse,  it  might  by  invitation  assem¬ 
ble  a  full-time  team  of  people  from  IS  and 
business  units.  Initial  IS  compensation 
incentives  could  include  5  to  10  percent 


increases  in  base  salary  with  an  addition¬ 
al  5  to  15  percent  per  year  in  an  individ¬ 
ual  incentive  measured  solely  on  business- 
unit  team  members’  evaluations.  Team 
performance  incentives  might  accrue  at 
rates  of  30  to  40  percent  of  base  salary 
per  year  over  the  life  of  the  project  as  pre¬ 
determined  milestones  are  met  or  exceed¬ 
ed,  with  payouts  progressively  larger  as 
the  project  nears  completion. 

Even  with  cash  incentives  in  place,  the 
IS  professional  will  become  complacent 
over  a  period  of  time  as  the  expectation 
for  the  reward  gives  way  to  entitlement. 
The  key  to  motivating  people  with  the 
“new”  pay  is  to  continually  change  and 
increase  their  goals  and  incentives,  and 
that  can  happen  only  if  they  participate 
actively  in  plan  design.  Financial  incen¬ 
tives  should  reinforce  and  support  cor¬ 
porate  culture,  not  drive  it.  Tokens  such 
as  consistently  demonstrated  apprecia¬ 
tion,  genuine  pats  on  the  back  and  spot 
awards  are  what  inspire  most  people.  It 
is  nearly  impossible  to  overdo  those  types 
of  incentives.  EEI 


David  Foote,  program  director  in  the 
Meta  Executive  Council  Service  at  Meta 
Group  Inc.,  can  be  reached  at  203  973- 
6700  or  davidf@metagroup.com. 
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This  is  your  mother. 


This  is  a  Sun”  server. 


You  got  hungry,  she  fed  you. 

You  got  picked  on,  she  protected  you 
You  got  sick,  she  made  you  chicken 
soup.  You  got  a  birthday,  you  still 
get  a  couple  of  tens  in  a  card 
with  a  sappy,  rhyming  message. 


You  got  a  business  network, 
it's  always  up  and  running. 


You  can  rely  on  your  mother. 


It's  like  your  mother. 
(Kinda  spooky,  isn't  it?) 


Mom,  St.  Bernards,  Swiss  watches  —  what  could  be  as  reliable?  The  Sun™  Ultra™  Enterprise™  family  of  servers,  of  course.  Where  you’ll 
find  that  kind  of  reliability  in  our  complete  range  of  systems  and  storage.  From  workgroup  servers  to  high  availability  clusters  and 
fault  tolerant  systems.  We  could  go  on,  but  your  mother  would  say  we  were  bragging.  Naturally,  all  our  systems  are  designed  with 
maximum  redundancy— to  avoid  single  points  of  failure.  Modular  components  are  easily  serviced  and  swappable  online.  Software 
tools  fully  monitor  systems  and  provide  pre-failure  warnings.  And  Solaris™  our  proven,  robust  operating  environment  is  ideal 
for  mission  critical  apps.  Even  our  service  and  support  teams  are  obsessed  with  achieving  100% 
uptime.  Uh  oh,  we’ve  obviously  impressed  your  mother.  But  don’t  worry,  she  still  loves  you  best.  For  more  information 
contact  us  at  http://www.sun.com  or  call  1-800-786-0785,  Ext.  465.  THE  NETWORK  IS  THE  COMPUTER  " 


©1996  Sun  Microsystems.  Inc  All  rights  reserved  Sun,  Sun  Microsystems,  the  Sun  Logo,  Ultra,  Ultra  Enterprise.  Solaris,  and  The  Network  Is  The  Computer  are  trademarks  or  registered  trademarks  of  Sun  Microsystems.  Inc  in  the  United  States  and  other  countries 


How  Will  The  Launch  Of 
Mid-range  Computing?  Let’s  Just 


The  Compaq  ProLiant  S000  has  arrived. 
And  it’s  going  to  change  everything  that  lies 
in  its  path.  Including  how  you  think  about 
mid-range  computing. 

The  ProLiant  5000,  with  its  Pentium®  Pro 
processor,  delivers  unprecedented  perfor¬ 
mance  for  mid-range  solutions. 

But  that’s  just  the  first 
half  of  the  story. 

In  today’s  client/server 
environment,  you  need 


System 

tpmC 

$  per  tpmC 

ProLiant  5000  6/166  M2 

5676.93 

$135 

HP  9000  Server  T500 

5621.00 

$380* 

WorldMark  5100S 

5607.00 

$394 

SPARC  center  2000E 

5124.21 

$323 

HP  9000  Model  K420 

4939.11 

$232 

IBM  RS/6000  J30 

3631 

$289 

A  lot  of  companies  claim  to  offer  the  lowest  cost  of 
ownership.  But  we  have  the  benchmarks  to  prove  itl 


more  than  power — you  need  control.  So  we’ve 
combined  the  Pentium  Pro  processor  with 
a  concept  we’re  calling  Integration  Manage¬ 
ment.  Giving  you  new  tools  to  manage  your 
system  throughout  its  entire  life  cycle. 

Improvements  to  SmartStart  now  let  you 
set  up  an  Integration  Server,  which  basically 
serves  as  a  holding  tank  for  all  your  software. 
It  also  simplifies  the  setup  and  maintenance 


all  your  network  servers,  it  saves  you  a  lot 
more  than  just  shoe  leather. 

Maintaining  your  network  is  easier  now, 
too.  Thanks  to  some  cool  new  features  on 
Compaq  Insight  Manager,  you  can  get 
updates  and  new  software  revisions  via  the 
Internet,  your  modem  or  CD.  And  then 
transfer  them  to  the 
Integration  Server  just 
one  time.  You  can  even 
maintain  your  network 
when  you’re  away  from  the  office.  All  you 


need  is  your  notebook  and  a  phone  line. 

We’ve  also  partnered  with  the  industry¬ 
leading  companies  of  system  management 
applications.  So  now  you  can  view  your  entire 
network  in  one  place.  Together,  these  and  other 
improvements  have  helped  reshape  the  land¬ 
scape  of  mid-range  computing,  by  creating 
the  most  manageable  server  in  the  industry. 


of  your  network.  All  you  have  to  do  is  config-  To  find  out  more  about  the  ProLiant  5000, 


ure  your  Integration  Server  and  then,  using 
SmartStart,  deploy  it  across  your  entire  net¬ 
work.  It  not  only  ensures  consistency  across 


visit  our  Web  site  at  www.compaq.com, 
or  call  us  at  1-800-315-7772.  It’s  not  just 
a  server.  It’s  a  force  to  be  reckoned  with. 


in 


fa 


C  1996  Compaq  Computer  Corporation.  All  rights  reserved.  Compaq  registered  U.S.  Patent  and  Trademark  Office.  ProLiant,  SmartStart,  anti  Insight  Manager 
are  registered  trademarks  of  Compaq  Computer  Corporation.  The  Intel  Inside  Logo  and  Pentium  are  registered  trademarks  and  the  Pentium  Processor  Logo  and 
the  Pentium  Pro  Processor  Logo  are  trademarks  of  Intel  Corporation.  All  other  brands  and  product  names  arc  trademarks  or  registered  trademarks  of  their 
respective  companies.  'Published  TPC-C  results  as  of  6/96.  The  TPC-C  test  is  a  transaction- oriented  OLTP  environment.  '  Results  withdrawn  as  of  4/17/96. 

In  Canada,  we  can  be  reached  at  L800-5671616. 


PENTIUM  PRO 

PROCESSOR 


The  ProLiant  5000  Affect 

Say  Its  Code  Name  Was  “Hurricane.” 


COMPAQ. 


Has  It  Changed  Your  Life  Yet? 


SPECIAL  REPORT:  THE  CIO  CAREER 


An  in-depth  look  at  executive  turnover  and 
surviving  and  thriving  as  a  Cl 


You  could  have  been  an  engineer, 

a  mathematician,  an  entrepreneur.  Some  of  you  could 
have  been  forest  rangers,  airline  pilots  or  hockey  players. 
But  somehow  you  wound  up  in  information  systems, 
and  although  you  like  what  you  do,  you’re  arguably  in 
the  most  difficult  functional  executive  position  there  is. 
The  responsibilities  would  baffle  a  superhero:  Keep  sys¬ 
tems  running  24  hours  a  day,  seven  days  a  week,  put  out 
fires,  plan  strategy,  know  every  business  function,  part¬ 
ner  with  your  peers,  keep  abreast  of  technology.  But  you 
don’t  need  a  cape  or  utility  belt  to  succeed  in  this  job.  In 
“Survival  of  the  Fittest,”  beginning  on  Page  48,  veterans 
of  the  never-ending  corporate  struggle  for  truth,  quality 
and  a  swelling  bottom  line  pass  on  survival  strategies 
that  will  keep  you  in  the  fight. 

Why  do  people  claim  IS  leaders  get  fired  more  often 
than  any  other  functional  executive?  Why  do  they  say 
CIOs  last  only  a  few  years  on  the  job?  One  reason  is 
fear  mongering;  another  is  that  “they”  probably  haven’t 
checked  lately.  We  did.  A  joint  CIO  and  Human 
Resource  Executive  survey  of  more  than  500  companies 
spells  it  out  in  plain  English — Career  Is  Not  Over. 

(See  “The  Truth  About  Turnover,”  Page  60.)  The  survey 
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compares  IS  executive  tenure  with  that  of  executives  in 
finance,  human  resources,  sales  and  marketing,  and 
manufacturing/operations.  The  comparisons  reveal 
interesting  facts  and  debunk  several  myths.  For  example, 
while  average  tenure  is  somewhat  shorter  for  IS  leaders 
than  others,  it’s  still  twice  as  long  as  you  might  think. 

And  someone  else  in  the  executive  suite  is  in  greater 
danger  of  being  fired  than  you  are. 

Finally,  we  have  a  few  job  opportunities  for  you  to  con¬ 
sider.  In  “When  Opportunity  Knocks,”  beginning  on  Page 
70,  we  present  three  actual  postings  for  CIO  candidates 
that  recruiters  say  typify  the  kinds  of  people  companies 
seek  to  hire  today.  Although  the  compensation  packages 
sound  tempting,  such  opportunities  can  be  intimidating. 
How  can  you  feel  confident  the  job  is  right  for  you,  that 
you  can  succeed  where  the  incumbent  failed?  Some 
preliminary  detective  work  will  help  immensely,  say  IS 
veterans  who’ve  recently  made  the  daring  leap. 

We  hope  this  special  section  on  the  CIO  career  pro¬ 
vides  food  for  thought,  lays  some  fears  to  rest  and  puts 
you  at  ease  with  the  profession  you’ve  chosen.  Go  ahead 
and  chuck  those  old  hockey  skates. 

-Richard  Pastore,  Managing  Editor 


More  than  5  years  — 1 


35% 


THE  TRUTH  ABOUT  TURNOVER 

PAGE  60 

CIO's  definitive  survey  results 
debunk  some  myths  about  IS 
executive  turnover. 


WHEN  OPPORTUNITY  KNOCKS 
PAGE  70 

IS  veterans  like  Laraine  Rodgers  reveal 
how  to  make  the  right  choice  when 
those  headhunters  come  calling. 


Building 


s... 


SURVIVAL  OF  THE  FITTEST 

PAGE  48 

War  stories  and  lessons  learned  from 
current  IS  executives  and  former  CIOs 
like  Harvey  Shrednick  could  help  you 
hold  onto  your  job. 
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Success  Strategies 


Of  the  Fit 


No  doubt  about  it,  there  are  many  hazards  along  the  path  of  an  IS  executive's 
career.  CIOs  who  have  been  there  offer  advice  on  howto  avoid  the  pitfalls  and 
cultivate  effective  survival  strategies,  by  richard  pastore 


. 


Lions,  tigers  and  bears  you  can  deal  with.  They  pale  beside  the  perils  that 
populate  the  jungle  that  is  today’s  CIO  position.  Try  facing  down  hostile,  technolog¬ 
ically  savvy  users  and  unsupportive  bosses.  Or  coping  with  outrageous  expectations, 
alien  cultures  and  the  crushing  pace  of  business  and  technology  change.  Compound 
those  threats  with  the  personal  demon  of  many  IS  executives — communication  deficit 
disorder — and  you  have  the  most  dangerous  executive  position  this  side  of  the  CEO. 


That’s  the  bad  news.  The  good  news  is  that  most  of 
the  hazards  are  well  mapped  and  readily  recognizable, 
and  success  strategies  and  survivalist  techniques 
abound.  The  truth  is,  you  can  make  it  in  that  jungle 
out  there;  you  just  have  to  work  at  it. 

Even  successful  information  systems  executives  shake 
their  heads  when  they  think  of  what  they’re  up  against. 
“It  often  feels  like  a  no-win  situation.  You’re  a  target  for 
everybody  in  the  organization.”  And  that  gloomy  syn¬ 
opsis  is  from  an  IS  leader  who’s  never  been  fired. 
Executive  recruiters  don’t  sugarcoat  the  position  either, 
even  though  they  make  their  living  finding  candidates 
willing  to  brave  those  jobs.  “You  have  to  understand  not 
only  your  own  job  but... all  the  other  functions  of  the 
company  to  keep  IT  in  sync  with  their  needs,”  says  John 
Daily,  executive  vice  president  and  head  of  the  informa¬ 
tion  technology  practice  at  Handy  HRJV1  Corp.,  an  exec¬ 
utive  recruiter  in  New  York. 

In  that  respect,  no  other  function  exec  must  perform 
a  comparable  juggling  act.  While  the  chief  financial  offi- 

Bob  Funk:  “  You  have  to  pick  your  battles.  ” 
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cer  and  chief  operating  officer  need  to  be 
informed  about  what  the  other  functions 
are  up  to,  the  CIO  must  spend  consider¬ 
able  time  with  his  or  her  functional  peers. 
As  COO  for  an  international  airline 
reservations  system,  Bob  Funk  did  not 
need  to  be  everywhere  himself.  He  had  a 
broad  base  of  operational  staff  to  whom 
he  could  delegate  tasks.  Later,  as  CIO  at 
Rosenbluth  International  Inc.,  delegation 
wasn’t  much  of  an  option.  The  IS  staff  of 
technical  whizzes  did  not  have  the  line- 


management  or  relationship-building 
skills  necessary  to  shoulder  any  of  Funk’s 
obligations  to  his  constituents  in  the 
business  units  or  in  the  IS  department. 
Without  the  option  to  delegate,  Funk 
spent  his  two  and  a  half  years  at  the 
Philadelphia-based  corporate  travel 
agency  bouncing  between  his  IS  staff  and 
corporate  officers.  “I  ended  up  over- 
compensating  in  both  directions  at  dif¬ 
ferent  times,”  he  says.  “I  would  spend 
three  weeks  nonstop  with  my  staff,  then 


turn  the  fire  hose  outward  to  the  offi¬ 
cers.”  He  admits  he  didn’t  do  very  well 
balancing  his  attentions  and  his  IS  staff 
wound  up  feeling  a  bit  neglected  by  the 
time  he  resigned  from  Rosenbluth  last 
year  to  co-found  SunTech  Solutions  Inc. 
in  Tucson,  Ariz. 

It  can  seem  as  if  events  conspire 
against  the  CIO,  lining  up  in  a  Chain  of 
Doom  that  insidiously  encircles  and 
traps  the  executive.  Consider  one  typi¬ 
cal  scenario:  Competitive  pressures 
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Pentium 


All  WorldMark  servers  shown  feature  Intel  Pentium  processors.  The  Intel  Inside  and  Pentium  Processor  logos  are  registered  trademarks  of  Intel  Corp.  The  Wall  St.  Journal,  2/27/96.  Reprinted  from  The  Wall  St.  Jo  < 
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Only  we  can  make  news  this  big. 

_ _ _  Once  again,  NCR  is  leading  the  way  in  data  warehousing. 

#^|  IN  DATA  I  Using  our  incredibly  robust  Teradata®  database,  we’ve  teamed 
fllfT^HTCTrc^flui  with  EMC®  to  build  the  world’s  first  data  warehouse  large 

enough  to  handle  11  terabytes  of  data.  Or  2.75  billion  pages  of  text. 
Our  highly  scalable  WorldMark™  servers  allow  you  to  turn  mountains  of  raw 
data  into  useful  information  with  unprecedented  speed,  giving  you  unmatched 
querying  capabilities. 


Only  NCR  WorldMark  servers  offer  you  a  platform  that  scales  from  SMR 
to  clusters,  to  MPk  allowing  you  to  start  your  data  warehouse  small  and  grow  it 
to  any  size.  To  get  more  information  about  NCR’s  scalable  data  warehouse,  call 
1  800  CALL-NCR,  ext.  3000.  Or  experience  our  data  warehousing  capabilities 
firsthand  at:  http://wwwncr.com 


GDncr 


- - - - 

NS6  Dow  Jones  &  Co.,  Inc.  All  rights  reserved.  EMC  is  a  registered  trademark  of  EMC  Corp.  Teradata  is  a  registered  trademark  and  WorldMark  is  a  trademark  of  NCR  Corp.  ©1996  NCR  Corporation.  All  rights  reserved. 
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increase  as  a  company  battles  new  rivals 
in  expanding  markets.  IT  becomes  mis¬ 
sion-critical,  and  systems  start  to  encom¬ 
pass  the  enterprise.  Meanwhile,  tech¬ 
nology  vendors  churn  out  increasingly 
complex  (and  buggy)  products  at  a  faster 


pace,  greasing  the  skids  with  ever-larger 
marketing  blitzes.  The  product  hype  and 
the  oversimplified  success  stories  in 
BusinessWeek  et  al.  catch  the  eye  of  the 
CEO,  who  wonders,  “Why  don’t  we 
have  this?”  The  dissatisfied  CEO,  not 
comfortable  talking  with  the  IS  exec, 
calls  in  a  consultant  to  get  to  the  bottom 
of  things.  The  consultant  finds  faults — 
maybe  it’s  an  unwieldy  legacy  environ¬ 
ment,  maybe  a  bulging  backlog  or  an 
overbudget  enterprisewide  project. 
Fingers  point,  the  IS  executive’s  leader¬ 
ship  is  questioned,  and  the  position  is 
ultimately  undermined. 

Harvey  Shrednick,  former  CIO  of 
Corning  Inc.,  personally  vouches  for  the 
Chain  of  Doom.  “A  lot  of  companies’ 
claims  of  successful  reengineering  are 


overblown  in  the  media,  and  the  CEO 
who  doesn’t  know  the  technology  well 
gets  hooked  into  this,”  Shrednick  says. 
The  10-year  Corning  veteran  recently 
accepted  early  retirement  when  consul¬ 
tants  recommended  elimination  of  his 


centralized  position.  He  is  now  research 
director  of  the  College  of  Business  at 
Arizona  State  University  in  Tempe. 

Some  may  disagree  that  the  odds  are 
stacked  higher  against  the  IS  executive 
than  others.  But  the  CIO’s  average 
tenure  actually  is  shorter  than  that  of  top 
executives  in  finance,  sales,  manufac¬ 
turing  and  human  resources,  according 
to  our  corporate  turnover  comparison 
survey  (see  “The  Truth  About  Turnover,” 
Page  60). 

What  are  the  specific  reasons  IS  exec¬ 
utives  lose  their  jobs?  The  hazards  are 
many,  but  they  cluster  into  three  danger 
zones — expectations,  relationships  and 
culture.  A  stumble  in  any  of  the  three 
can  mean  an  executive’s  fall  from  grace. 
Playing  them  to  one’s  advantage,  how¬ 


ever,  can  help  an  IS  leader  avoid  the  traps 
and  keep  the  tigers  at  bay. 

Expectations 

Do  the  following  incidents  ring  any  bells? 
The  CEO  wants  IS  to  support  reengi¬ 
neered  business  processes  and  cut  the 
budget  by  20  percent.  Management  has 
eight  visionary  ideas  it  wants  IS  to  roll 
out — in  the  next  few  months.  The  boss 
says  he  wants  the  IS  chief’s  input  into 
strategic  decision  making  but  doesn’t 
include  her  in  the  planning  sessions. 

Those  are  not  nightmare  hallucina¬ 
tions;  they  are  actual  management 
expectations  that  led  to  IS  leaders  jump¬ 
ing  ship  or  being  cast  overboard.  Failure 
to  manage  expectations  is  one  of  the  top 
reasons  for  IS  executive  turnover.  At 
Corning,  the  management  thinking  was 
that  IS  could  support  reengineered  busi¬ 
ness  processes  without  incurring  addi¬ 
tional  spending.  “It  was  a  fallacy,”  says 
Shrednick.  “The  infrastructure  we  had 
was  eight  to  10  years  old,  and  the  appli¬ 
cation  portfolio  needed  to  be  re¬ 
vamped.”  Unfortunately,  Shrednick  says 


Hazards  Map 

Potential  dangers  for  the 
CIO  position 

■  Absent  or  hostile  relationships 

■  Unrealistic  expectations 

■  Culture  clashes 

■  Little  involvement  in  strategic 
planning 

■  An  IS  plan  that's  not  integrated 
with  the  business  strategy 

■  Massive,  enterprisewide  projects 

■  Outsourcing 

■  Mergers  and  acquisitions 

■  Restructuring/decentralization 


he  didn’t  push  hard  enough  for  the  req¬ 
uisite  funding.  “I  should  have  gone  to 
my  boss  and  put  my  job  on  the  line,  say¬ 
ing,  ‘You  either  make  this  investment  or 
you  have  my  resignation.’  I  just  didn’t 
think  it  should  have  to  come  to  that.” 

Confrontation  is  never  a  happy 
prospect,  and  neither  is  delivering  bad 
news  that  will  shatter  expectations. 
Doing  either  right  requires  finesse  and  an 


Harvey  Shrednick:  “Z  should  have  put  my  job  on  the  line.  I  just  didn’t  think  it  should  have  to 
come  to  that.  ” 
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instinct  for  timing.  “You  have  to  be  an 
incredible  diplomat,  balance  the  bad 
news  with  some  good  news  and  pick 
your  battles  carefully,”  Funk  advises. 
“You’ve  got  to  be  Henry  Kissinger.” 
Funk  experienced  the  need  for  states¬ 
manship  throughout  his  tenure  at 
Rosenbluth.  Company  leaders  would 
think  of  a  great  idea  and  move  on  to  the 
next,  expecting  IS  to  keep  pace.  That 
expectation  was  potentially  lethal  for  the 
IS  department.  “If  we  hadn’t  addressed 
this,  it  would  have  been  a  disaster  for 
people  in  IS  and,  incidentally,  I  would 
have  been  toast,”  Funk  says.  “The  per¬ 
ception  would  have  been  that  we  weren’t 
delivering.”  To  correct  that,  he  asked  for 
a  project  prioritization  and  laid  out  the 
parameters.  “I  said,  ‘We’ll  work  on  four 
or  five  of  these  simultaneously,  but  if  you 
want  us  to  work  on  six,  here’s  the  cost 
associated  with  it.  And  if  you  want  us  to 
work  on  seven,  no  matter  how  much 
money  you  spend,  it’s  not  going  to  work, 
because  you’ve  reached  the  point  of 


diminishing  return  and  focus.’”  He  felt 
he  was  only  60  percent  successful  in 
managing  that  particular  expectation  set. 

Joseph  Campbell  makes  no  apologies 
for  unrealistic  expectations.  As  execu¬ 


tive  vice  president  of  business  informa¬ 
tion  and  operations  services  at  Risk 
Enterprise  Management  Ltd.  in  New 
York,  Campbell  is  on  a  level  to  which  an 
IS  director  would  typically  report,  and 
his  opinions  clearly  reflect  a  boss’s  view. 
“Unrealistic  expectations  happen  all  the 
time,”  he  says  matter-of-factly.  “I  con¬ 
stantly  challenge  our  people  to  stretch 
their  goals  and  deliver  more.”  For 
Campbell,  the  best  way  to  manage 
expectations  is  to  honor  your  commit¬ 


ments.  If  that  can’t  happen,  then  IS  man¬ 
agers  must  come  clean.  “Often  in  sys¬ 
tems  work,  people  are  never  late  until 
the  due  date.  They  try  to  recover  from  a 
missed  evaluation,”  he  says.  “You’ve  got 
to  talk  about  problems  early,  say,  ‘I  made 
a  mistake  and  I’m  telling  you  now.’  That 
builds  your  credibility.” 

The  frequency  of  communication  will 
also  help  keep  project  expectations  in  the 
realm  of  reality.  CIOs  should  make  sure 
managers  and  users  understand  issues 
and  problems  as  they  arise.  “Keep  them 
informed.  If  you  tie  users  into  the  pro¬ 
cess,  then  their  expectations  will  adjust 
to  reality,”  suggests  Warren  Axelrod, 
president  of  CW  Axelrod  Associates 
Inc.,  a  consulting  firm  in  Great  Neck, 
N.Y.  Axelrod  was  formerly  CIO  at 
Carroll  McEntee  &  McGinley  Inc., 
which  was  absorbed  by  a  Hong  Kong 
bank  two  years  ago. 

Owning  up  early  to  mistakes  is  fine, 
but  an  even  better  management  strategy 
is  to  influence  expectations  from  the  out¬ 
set.  Too  many  project  goals  are  set  in  a 
vacuum  by  people  who  assume  they 
know  what  a  CIO  and  IS  department  can 
accomplish.  The  truth  may  be  that  not 
even  Superman  could  meet  those  expec¬ 
tations,  says  executive  recruiter  Daily.  IS 
executives  should  take  pains  to  see  that 
other  leaders  understand  what’s  doable 
upfront,  he  says.  The  ability  to  do  this, 
of  course,  hinges  on  credibility,  a  pre¬ 
cious  commodity  that  IS  leaders  can 
build  by  providing  ongoing,  accurate 
estimates  of  project  costs,  deadlines  and 
resource  requirements.  Benchmarking, 


prototyping  and  phased  implementation 
also  lend  credibility  to  a  CIO’s  assertions. 

Relationships 

Good  executive  relationships  can  save 
you  when  things  go  wrong;  poor  ones 
will  do  you  in  faster  than  the  Hin- 
denburg  went  down  in  flames.  Shrednick 
attributes  his  Corning  experience  in  part 
to  that  hazard.  “I  didn’t  cultivate  rela¬ 
tionships  with  some  very  influential 
senior  leaders.  In  some  cases,  I  found  it 


"You  have  to  be  an  incredible  diplomat, 
balance  the  bad  news  with  some  good  news  and  pick  your 
battles  carefully.  You've  got  to  be  Henry  Kissinger/' 

-BOB  FUNK 
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difficult  because  maybe  I  didn’t  respect 
a  certain  individual  and  I  didn’t  feel  I 
wanted  to  spend  the  time  to  correct  the 
[flawed  relationship].”  Consequently, 
Shrednick’s  influence  was  lessened. 

The  former  CIO  of  the  state  of 
Washington,  George  Lindamood,  quit  his 
job  last  year  over  frustrations  he 
attributes  partly  to  relationship  aversion. 
An  introvert  by  nature  (like  many  execu¬ 
tives  with  technology  backgrounds), 


Fitness  Training 

Techniques  to  promote  CIO 
success  and  longevity 

■  Adapt  style  to  the  culture 

■  Cultivate  a  mentor 

■  Build  relationships 

■  Communicate  effectively  at 
all  levels 

■  Educate  peers  about  the  CIO  role 

■  Check  expectations  along  the  way 

■  Honor  commitments 

■  Be  a  business  person  first, 
a  technologist  second 

■  Make  sure  the  position  is  viewed 
as  a  true  strategic  business  partner 

■  Keep  up  with  technology  and 
management  trends 

■  Create  technology  steering 
committees  to  generate  buy-in 

■  Buy  rather  than  build 

■  Adapt  to  change 

■  Be  politically  aware 

■  Stay  visible 

■  Be  fiscally  responsible 

■  Build  customer-oriented  staffs 


Lindamood  found  it  challenging  to  culti¬ 
vate  good  relations  with  the  busy  gover¬ 
nor  and  even  harder  to  work  with  the  leg¬ 
islators.  As  his  stress  level  increased,  he 
became  even  more  introverted,  retreating 
to  the  relative  safety  of  the  data  center. 
“It’s  really  hard  to  look  at  a  situation  with 
clarity  and  change  the  way  you’re 
approaching  something,  particularly 
when  the  stress  level  is  up,”  he  says. 

Lindamood,  now  a  Sequim,  Wash.- 


based  consultant  who  works  closely 
with  Gartner  Group  Inc.,  has  no  desire 
to  slip  into  an  IS  executive’s  shoes  again. 
But  if  he  did,  he  says  he’d  spend  more 
time  building  relationships  with  people 
besides  his  immediate  boss.  “The  gov¬ 
ernor  [or  CEO  in  the  private  sector]  has 
so  much  competing  for  his  mind-share, 
I  didn’t  have  as  much  of  his  attention  as 
I  might  have  liked.  And  when  the  gov¬ 
ernor  got  in  trouble,  I  did  too,  whether 
I  did  anything  wrong  or  not.” 

As  Lindamood  learned,  CIOs  do  well 
to  avoid  putting  all  their  relationship 
eggs  in  one  executive  basket.  Cultivate 
your  peers  as  well  as  your  boss — the  vice 
president  of  manufacturing,  the  head  of 
R&D,  for  example — advises  Mary  Jane 
Range,  partner  at  executive  retainer 
search  company  Ingram  &  Aydelotte 
Inc.  in  New  York.  “When  something 
goes  wrong,  the  lack  of  those  relation¬ 
ships  will  kill  a  CIO,”  Range  says,  not¬ 
ing  that  troubled  SAP  projects  are  pro¬ 


voking  a  lot  of  turnover  these  days.  On 
the  other  hand,  when  IS  leaders  make  an 
inevitable  mistake,  strong  peer  relation¬ 
ships  can  be  a  lifesaver.  The  embattled 
CIO  will  be  seen  as  “one  of  us,”  a  busi¬ 
ness  person.  Those  peers  will  be  more 
likely  to  go  to  bat  for  the  IS  executive  or 
share  in  the  culpability  of  a  cross-cutting 
project  mishap.  Another  neat  political 
trick,  according  to  Range,  is  to  find  the 
confidante  of  the  CEO — maybe  another 
manager  or  an  executive  administrator. 
“Make  them  your  confidante  and  you 
become  theirs,”  she  advises. 

Ingredients  for  relationship  success 
include  empathy,  openness  and  candor. 
Take  a  walk  in  your  peers’  shoes  and  see 
what  kind  of  pressures  they  are  under. 
“I  try  to  view  the  problem  from  their 
point  of  view,  see  the  impact  on  their 
jobs  and  how  they’re  being  perceived,” 
says  Jack  Cooper,  vice  president  of  infor¬ 
mation  management  at  Bristol  Myers 
Squibb  Co.  in  New  York.  Cooper,  for¬ 
merly  CIO  at  Seagram  &  Sons  Inc.,  has 
leveraged  his  empathetic  relationships  at 
Bristol  Myers  to  promote  joint  owner¬ 


ship  of  applications  and  closer  bonding 
between  the  information  management 
group  and  the  business  units. 

Culture 

Take  this  test:  Is  your  organization  Type 
A,  B  or  C? 

Type  A:  The  enterprise  views  technol¬ 
ogy  as  a  strategic  part  of  its  plans.  As  a 
result,  technologies  are  readily  tried  in  an 
effort  to  seek  tactical  gains  and  knowl¬ 
edge  useful  in  making  future  moves. 

Type  B:  The  enterprise  adopts  tech¬ 
nologies  once  they  have  proven  useful. 
Selections  are  made  as  a  result  of  strate¬ 
gic  planning  and  others’  experiences. 

TypeC:  The  enterprise  is  financially 
motivated.  Technologies  are  only 
adopted  when  necessary  and  must  be 
strongly  justified.  Many  opportunities 
are  passed  by  to  avoid  risk  or  expense. 

Gartner  Group’s  classification  of 
enterprise  types  is  a  simple  guide  to  iden¬ 
tifying  the  culture  of  the  company  with 


respect  to  technology  adoption. 
According  to  Gartner,  there  is  no  “best” 
type  of  enterprise  when  it  comes  to  suc¬ 
cess.  What’s  important  is  that  the  IS 
leader  knows  which  he  or  she  is  work¬ 
ing  with  and  adapts  his  or  her  style 
accordingly.  “If  IT  is  really  strategic  in 
your  company,  then  you  can  go  in  and 
develop  a  program  to  invest,  be  a  bit  of 
a  risk  taker,  get  out  in  front  of  the  pack 
and  use  IT  to  competitive  advantage,” 
says  Charles  W.  Lybrook,  president  and 
executive  director  of  the  Information 
Management  Forum  in  Atlanta.  If  tech¬ 
nology  is  not  considered  strategic,  a  CIO 
should  be  managing  costs  carefully 
rather  than  investing,  he  explains. 

Culture  clashes  and  misreads  have 
caused  no  end  of  grief  for  IS  executives. 
Tom  Gaughan  parted  company  with 
Home  Insurance  (the  New  York  com¬ 
pany  is  now  called  Risk  Enterprise 
Management)  a  few  years  back  because 
of  a  mismatch.  (Gaughan  has  also 
worked  as  a  CIO  for  Nabisco  Brands 
and  Primerica.)  “If  you’re  a  very  aggres¬ 
sive,  results-oriented  person,  make  sure 


"When  the  governor  got  in  trouble, 
I  did  too,  whether  I  did  anything 
wrong  or  not." 

-GEORGE  LINDAMOOD 
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Tom  Gaughan:  A  culture  clash  can  prove  fatal.  “You  have  to  look  behind  the  scenes. 


you’re  moving  into  an  environment 
where  they  share  that  characteristic,” 
cautions  Gaughan,  now  vice  president  of 
Chelsea  Strategic  Systems  Inc.  in  Jersey 
City,  N.J.  “If  you  go  to  an  environment 
where  everybody  is  laid-back  and  doesn’t 
see  a  reason  for  change,  there  are  some 
real  potential  problems  there.  When  I 
went  to  Home  Insurance,  clearly  that 
was  not  an  appropriate  fit  for  my  past 
experience  and  accomplishments.” 

Although  companies  may  pay  lip  ser¬ 
vice  to  embracing  change,  an  IT  executive 
who  is  offered  a  new  position  should  dig 
deeper  to  determine  the  kind  of  people  he 
or  she  will  be  dealing  with,  Gaughan  says. 
“You  have  to  look  behind  the  scenes  and 
understand  what’s  happened  and  a  little 
about  their  history,”  he  says.  “I  probably 
could  have  contacted  other  people  who 
knew  the  company.  It’s  difficult  to  do,  but 
if  it  looks  like  an  apparent  contrast  in  cul¬ 
ture  or  style,  it’s  worth  the  effort.”  (For 
more  on  checking  out  a  job  before  taking 
a  position,  see  “When  Opportunity 
Knocks,”  beginning  on  Page  70.) 

Even  the  way  an  executive  makes 
management  decisions  can  ruffle  cul¬ 
tural  feathers.  When  recruiters  make  bad 
placements,  the  most  frequent  reason 
given  is  mismatched  management  style. 
“If  your  style  is  contrary  to  the  style 
that’s  proven  successful  in  that  organi¬ 
zation  over  the  years,  you  have  to  be  self- 
aware  enough  to  alter  your  style  or 
you’ll  be  shot,”  says  Collin  Sprau, 
Chicago-based  partner  at  recruiting  firm 
Paul  Ray  Berndtson.  For  example,  a 
visionary-style  manager  sells  his  or  her 
vision  through  force  of  will  and  assigns 


others  to  make  it  a  reality.  The  opposite 
style  might  be  the  consensus  builder  who 
solicits  ideas  from  others.  A  stubborn 
visionary  might  have  a  tough  time  in  a 
company  that  favors  consensus  builders. 

Communication 

Communication  skill  is  the  common 
denominator  for  success  in  recognizing 
and  adapting  to  culture,  building  rela¬ 
tionships  and  managing  expectations.  A 


noncommunicator  doesn’t  have  a  prayer 
today,  observers  agree.  “A  person  who  is 
inward,  contemplative  and  uncomfortable 
communicating  can’t  make  it,”  says 
Handy  HRM’s  Daily.  “They  aren’t  even 
getting  on  the  short  list.” 

Communication  skills  rank  number 
one  in  importance  year  after  year  in 
Gartner  Group  studies  of  IS  executives. 


But  it’s  not  enough  just  to  be  talkative. 
CIOs  need  to  speak  in  multiple  lan¬ 
guages  and  styles  and  know  when  to  lis¬ 
ten.  “Think  about  how  hard  it  would  be 
interfacing  with  legal,  finance  and  mar¬ 
keting  people.  They  all  have  different 
personalities  and  speak  different  lan¬ 
guages,”  says  Gene  Raphaelian,  vice 
president  of  Gartner’s  management  of 
technology  practice  in  San  Jose,  Calif. 
Successful  IS  executives  need  to  speak 


comfortably  with  any  of  them,  he  says. 
“It’s  almost  like  having  four  heads.” 

Finessing  the  style  of  communication 
is  equally  important.  The  ClO-as-sales- 
man  model  probably  doesn’t  work — 
subtle  influence  is  preferable.  “There’s  a 
lot  of  acrimony  in  many  environments 
where  users  have  been  sold  on  so  many 
‘ultimate  tools’  that  haven’t  worked  over 
time,”  Raphaelian  says.  “It’s  better  to  be 
a  good  listener  who  can  understand 
what  stakeholders  want  and  repackage 
that  for  them.” 

Clearly,  being  CIO  is  too  hard  a  job 
for  most  people.  That’s  why  salaries  are 
escalating  so  rapidly;  companies  are 
willing  to  pay  for  quality — to  the  tune 
of  $200,000  to  $1  million,  recruiters 
say.  But  if  you  can  hack  it,  there’s  more 
to  be  had  than  monetary  rewards.  How 
many  functional  executives  enjoy  the  IS 
leader’s  broad  influence  across  an  entire 
enterprise?  Sure  the  jungle  is  a  danger¬ 
ous  place,  but  it’s  the  CIO’s  domain,  and 
it’s  boundless.  EE1 


Managing  Editor  Richard  Pastore  can 
he  reached  urpastore@cio.com. 


"  If  you're  a  very  aggressive,  results-oriented  person, 
make  sure  you're  moving  into  an  environment  where 
they  share  that  characteristic/' 

-TOM  GAUGHAN 
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StorageTek 


Where  the  world’s  information  aoes. 


The  Fortune  500  has  information 

worth  as  much  as  all  the  treasures 

in  the  LOUVre,  the  Met  and  the 

British  Museum  combined. 


©  Copyr 


A  customer  database  may  not  possess  the  jolting 
power  of  a  Picasso.  But  in  the  right  place,  at  the 
right  time,  it  is  worth  considerably  more.  These 
days,  the  world  runs  on  information— information 
stored  on  systems  from  StorageTek?  Why  are 
our  systems  chosen  for  the  world’s  most  valuable 
information?  The  answer  is  simple:  reliability. 
Want  to  find  out  how  our  systems  can  make  your 
valuable  information  work  even  harder?  Just  call 
1  800  922-3260,  ext. 1200.  Or  visit  us  on  the  Web. 


www.storagetek.com/info 


Ever  wonder  who 
takes  care  of  it? 
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The  Truth 

About  Turnover 


CIO  does  not  stand  for  career  is  over.  Exclusive  research  from 
C/0  and  Human  Resource  Executive  magazines  debunks  that 
and  other  myths  about  IS  executive  job  longevity. 

BY  E.B.  BAATZ 

v  £  m  mgk  mm  f  m 


Figure  1 

How  long  do  senior  executives 
hold  onto  their  jobs? 

Average  tenure  in  years 

Current  Previous 
office  holder*  office  holder 


Popular  myths  abound  in  the  executive  suite:  No  one 

gets  to  the  top  without  stepping  on  a  few  toes.  The  deeper  the  car¬ 
pet,  the  bigger  the  paycheck.  And  the  ultimate  sign  of  career  suc¬ 
cess  is  being  awarded  the  key  to  the  executive  washroom. 


IS 

4.9 

6.8 

Finance 

5.9 

8.7 

HR 

5.3 

10.5 

Sales/Mktg. 

5.6 

8.1 

Mfg./Operations 

5.5 

8.6 

*Term  to  date 


The  myth  that  preoccupies  informa¬ 
tion  systems  executives  is  that  “CIO” 
stands  for  “career  is  over.”  People  cite  fig¬ 
ures  as  low  as  two  or  three  years  for  top 
IS  executive  job  tenure.  But  according  to 
a  survey  of  more  than  500  human 
resources  executives,  conducted  jointly 
by  CIO  and  Human  Resource  Executive 
magazines,  the  senior-most  IS  executives 
in  the  nation’s  largest  companies  stay  in 
their  jobs  6.8  years  on  average  (see  Figure 
1 ).  Their  median  length  of  employment 
is  five  years. 

Not  only  is  senior  IS  executive  job 
longevity  not  so  short  as  common  wis¬ 
dom  would  have  it,  it’s  also  not  so  dif¬ 
ferent  from  that  of  other  top  executives. 
The  average  job  tenure  for  finance,  sales 
and  marketing,  and  manufacturing/ 
operations  VPs  stands  between  8.1  and 
8.7  years,  according  to  the  survey. 
Furthermore,  the  median  length  of 
employment  for  those  functional  chiefs 
is  virtually  identical  to  the  information 


Figure  2 

Why  did  the  previous  top  IS  executive  depart? 

Percentage  of  respondents 


Medium 

Size  of  company 
Large 

Very  large 

Promoted 

13.3 

12.9 

22.2 

Quit  voluntarily 

30.5 

35.5 

30.0 

Left  involuntarily  for  cause 

25.8 

25.8 

23.3 

Downsized  out  of  a  job 

12.5 

3.2 

4.4 

Reassigned 

4.6 

6.5 

3.3 

Retired 

6.3 

6.5 

11.1 

Died  or  other 

7.0 

9.7 

5.6 

Note:  Medium-size  companies  have  fewer  than  5,000  employees,  large  have  5,000  to  9,999  and  very  large 
have  1 0,000  or  more. 
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systems  function  at  five  to  six  years. 

When  comparing  various  executives’ 
longevity  within  the  top  ranks  of  the 
same  company,  the  differences  between 
IS  chiefs  and  other  functions  appear  to 
be  even  less  significant.  In  71  percent  of 
the  companies  surveyed,  the  previous  IS 
chief  held  onto  his  or  her  job  as  long  as, 
if  not  longer  than,  at  least  one  other  of 
his  or  her  functional  peers.  In  other 
words,  the  IS  exec  was  not  the  first  one 
kicked  out  the  door. 

Another  popular  misconception 
about  the  CIO  position  is  that  IS  chiefs 
are  ousted  more  often  than  their  func¬ 
tional  brethren.  In  fact,  that  dubious 
honor  falls  to  the  heads  of  human 
resources.  The  main  reason  IS  leaders 
leave  their  positions  is  because  they  quit 
to  pursue  opportunities  elsewhere — 
something  they  do  at  about  the  same 
rate  as  CFOs  and  finance  vice  presidents 
(see  Figure  3). 

As  for  CIO  longevity,  the  survey 
revealed  that  turnover  among  IS  execu¬ 
tives  for  the  12  months  ended  June  1996 
did  not  outpace  everyone  else,  as  popu¬ 
lar  myth  had  it.  IS  executives  endured  a 

23  percent  turnover  rate,  while  the  rate 
for  sales  and  marketing  executives  was 

24  percent.  For  others,  the  rate  was  20 
percent  in  finance,  16  percent  in  manu¬ 
facturing  and  13  percent  in  HR. 

IF  JOB-LIFE  EXPECTANCY  for  chief  IS 
managers  is  not  dramatically  different 
from  that  of  other  executives,  whence 
the  myth  that  CIOs  last  only  a  few  years 
on  the  job?  The  most  likely  explanation 
is  that  researchers  focus  on  the  title  CIO, 
while  many  VP  and  even  director  of  IS 
positions  are  for  all  practical  purposes 
(responsibilities,  compensation,  report¬ 
ing  structure)  the  same  as  positions  that 
sport  the  loftier  title.  Moreover,  the  CIO 
moniker  is  relatively  immature.  Think 
about  how  long  most  companies  have 
had  a  CIO  position;  then  think  about 
how  long  they’ve  had  a  CFO. 

Our  survey  results  bear  out  this 
notion.  While  the  existing  crop  of  IS 
executives  at  the  companies  we  surveyed 
have  been  on  the  job  for  a  somewhat 
shorter  period  of  time  than  the  other 
executives,  their  tenure  is  not  that  much 
shorter.  The  current  chief  IS  office  holder 
has  held  his  or  her  job  for  4.9  years, 
compared  to  5.3  years  for  HR  execs,  5.5 
for  manufacturing/operations  leaders. 


Figure  3 

What  percentage  of  senior  executives  left  their  jobs  because  they. . . 
...quit? 
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5.6  for  sales  and  marketing  VPs,  and  5.9 
for  finance. 

However,  when  we  look  at  a  subset  of 
76  companies  that  have  a  top  IS  execu- 

Figure  4 


tive  with  the  title  “CIO,”  the  numbers 
suddenly  shrink.  At  companies  that  have 
a  chief  IS  leader  with  the  title  “vice  pres¬ 
ident  of  IS,”  the  average  tenure  to  date 


is  5.5  years,  actually  edging  out  the  vice 
president  of  finance  (5.3  years).  And  at 
companies  where  the  top  IS  leader  car¬ 
ries  the  less-prestigious  designation 
“director”  or  “manager,”  the  average 
tenure  is  5.2  years.  But  of  the  76  chief 
information  officers,  the  average  tenure 
so  far  for  the  existing  office  holder  is  2.9 
years.  Compare  that  to  an  impressive  6.2 
years  for  CFOs. 

Why  the  discrepancy  between  IS 
chiefs  with  the  title  CIO  and  VP  or  direc¬ 
tor?  “When  IT  was  not  so  important  in 
companies,  the  chief  IS  manager  did  not 
have  such  a  regal  title,”  says  Doug 
Arnold,  vice  president  of  human 
resources  for  United  States  Cellular 
Corp.  in  Chicago.  “But  now  IT  has 
become  a  critical  competitive  factor,  and 
the  title  has  emerged.  At  U.S.  Cellular, 
we  added  the  CIO  title  onto  the  vice 
president  of  IS  just  two  years  ago.” 

Only  14  percent  of  current  CIOs  have 
been  on  the  job  as  CIOs  for  more  than 
five  years.  Forty  percent  of  IS  vice  pres¬ 
idents  and  35  percent  of  IS  managers 
and  directors  have  been  in  their  positions 
for  more  than  five  years  (see  Figure  4). 
“The  CIO  title  is  a  relatively  new  one,” 
agrees  James  E.  Wilkes,  vice  president  of 
human  resources  for  Administaff  Inc.,  a 
professional  employer  organization  in 
Kingwood,  Texas,  whose  IS  leader  still 
goes  by  the  title  “vice  president  of  IT.” 

INTERESTINGLY,  among  senior  execu¬ 
tives  who  last  18  months  or  less  in 
their  jobs,  IS  executives  are  the  least 
likely  to  be  subjected  to  the  corporate 
executioner  (see  Figure  5).  Only  30  per¬ 
cent  of  IS  execs  who  were  in  the  job  for 
less  than  1 8  months  were  fired,  whereas 
69  percent  of  short-term  HR  execs  and 
50  percent  of  finance  chiefs  were 
canned.  IS  execs  are  more  likely  to  quit 
of  their  own  volition,  which  probably 
reflects  the  job  mobility  those  positions 
allow. 

IS  executives  who  have  been  in  the 
top  spot  for  more  than  five  years  appear 
to  be  most  vulnerable  to  the  corporate 
ax.  A  significant  31  percent  of  the  sur¬ 
vey  respondents  who  said  the  IS  execu¬ 
tive  had  been  on  the  job  for  more  than 
five  years  indicated  that  the  individual 
was  dismissed  for  cause  or  let  go  due  to 
downsizing  (see  Figure  7).  Firing  statis¬ 
tics  for  other  executives  who  had  been 
in  the  top  spot  for  more  than  five  years 


How  long  have  today's  IS  executives  been  on  the  job? 
Percentage  of  respondents 

-  CIOs  - 


More  than  5  years  — 


Less  than  1  year 


1  to  2  years 


2  to  5  years 


VP  of  IS 


More  than  5  years 


—  Less  than  1  year 


40% 


22% 


1  to  2  years  — 


2  to  5  years 


IS  Mgr./Dir. 


—  Less  than  1  year 


More  than  5  years —i 


35% 


22% 

»mrn 

30% 


13% 


2  to  5  years 


1  to  2  years  — 


4 


62  CIO  /  NOVEMBER  1,  1996 


http://www.cio.com 


11 


w 


range  between  13  percent  for  finance 
chiefs  and  24  percent  for  HR  execs. 

Most  of  the  downsizing  of  IS  execu¬ 
tives,  by  the  way,  appears  to  occur  in 
companies  with  fewer  than  5,000 
employees.  Companies  with  more  than 
5,000  employees  used  the  downsizing 
excuse  less  often. 

Retirement,  meanwhile,  is  the  least 
likely  reason  for  the  departure  of  IS 
execs  who  have  held  the  top  job  for 
more  than  five  years.  Only  14  percent  of 
this  group  retired,  probably  because  they 
are  too  young  to  take  the  gold  watch 
and  run.  Finance  execs  who  have  been 
on  the  job  for  more  than  five  years,  how¬ 
ever,  are  more  likely  to  retire  in  office, 
with  41  percent  hanging  it  up  for  bliss¬ 
ful  days  of  golf  and  other  post-career 
endeavors. 

CIOs  looking  to  increase  their  job 
longevity  might  want  to  consider 
the  industry  they’re  in.  Our  sur¬ 
vey  found  that  IS  executives  in  the  edu¬ 
cation,  medical  and  legal  services  indus¬ 
tries  fare  best,  with  an  average  tenure  for 
the  previous  office  holder  of  7.8  years. 
Wholesale  and  retail  trade,  utilities  and 
manufacturing  industries  registered  an 
average  longevity  of  6.9  to  seven  years. 
Finance,  real  estate  and  insurance  IS  ex¬ 
ecutives  had  the  shortest  job  tenure  at 
5.5  years. 

Size  of  company,  whether  less  than 
$500  million  in  revenues  or  more  than 
$5  billion,  has  no  statistically  significant 
bearing  on  longevity  of  senior  IS  execu¬ 
tives,  according  to  survey  results  (see 
Figure  10),  but  exactly  how  a  corporate 
leader  managed  to  enter  his  or  her  field’s 
executive  suite  may.  The  current  crop  of 
executives  who  arrived  via  an  internal 
promotion  have  been  on  the  job  longer 
than  average — as  much  as  23  months 
longer  than  average  for  sales  and  mar- 


Figure  5 

Why  do  top  executives  leave  after  18  months  or  less  on  the  job? 
Percentage  of  respondents 


Figure  6 

How  did  the  current  crop  of  top  executives  get  into  the  job? 
Percentage  of  respondents 

■  Internal  promotion 
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How  to  Order  the  Full  Survey  Results 


The  summary  of  the  survey  results  presented  here  touches 
on  only  a  portion  of  the  data.  The  large  response  rate  to  our 
1 996  Executive  Tenure  Survey  enabled  us  to  gather  infor¬ 
mation  not  only  on  how  long  executives  keep  their  positions  but 
also  on  longevity  depending  upon  whether  an  individual  accepts 
a  promotion  from  within  or  accepts  a  lateral  move  from  one  com¬ 
pany  to  another  or  whether  the  move  from  one  company  to  anoth¬ 


er  also  comes  with  a  promotion.  CIO  readers  may  want  to  exam¬ 
ine  these  benchmarks  in  longevity  and  mobility  for  comparison 
to  their  own  experience  or  for  career  guidance. 

You  can  order  the  complete  1 996  Executive  Tenure  Survey  con¬ 
ducted  by  CIO  and  Human  Resource  Executive  for  $395.  For  addi¬ 
tional  information,  please  contact  Lisa  Kerber,  editorial  adminis¬ 
trative  assistant,  at  508  935-4449  or  via  e-mail  at  kerber@cio.com. 
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Figure  7 

Why  do  top  executives  leave  after  more  than  five  years  on  the  job? 

Percentage  of  respondents 

Promoted  ■  QuitH  Fired  Retired  Other 


IS 


HR 


keting  VPs,  five  months  for  HR  VPs,  and 
1 1  months  for  IS  and  finance  executives. 

Job  hopping,  or  accepting  the  top 
spot  at  the  same  level  at  another  com¬ 
pany,  appears  to  be  a  bit  more  risky 
where  job  longevity  is  concerned.  IS  pros  ^ 
who  tried  that  purely  lateral  move  have 
been  in  the  top  spot  an  average  of  1 1 
months  less  than  IS  chiefs. 

Senior  IS  execs  who  made  a  cross¬ 
functional  move  have  been  in  the  top  IS 
job  an  average  of  15  months  less  than  IS 
pros.  For  finance  and  sales  executives 
who  make  an  internal  cross-functional 


Figure  8 

What  industries  are  most  likely 
to  promote  internal  candidates 
to  the  top  IS  executive  position? 

Percentage  of  current  IS  executives 
who  were  promoted  internally 


Sales/Mktg. 


Figure  9 

What  industries  are  most  likely 
to  look  for  CIO  and  IS  VP  candi¬ 
dates  outside  the  company? 

Percentage  of  current  IS  executives  who 
made  a  lateral  move 


Mfg./Operations* 


*  The  sample  for  VPs  of  manufacturing/operations  who  have  been  on  the  job  for  five  years  or  more  was  less  than  50. 
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Executive  Longevity 

move  into  the  top  spot,  the  odds  are 
higher  that  they  haven’t  been  there  too 
long.  They  lose  33  months  and  31 
months  respectively  from  the  average  job 
tenure  in  the  finance  and  sales  profes¬ 
sions. 

In  the  end,  the  CaO /Human  Resource 
Executive  survey  does  make  one  thing 
crystal  clear:  It’s  tough  to  prevail  at  the 
top  of  any  profession.  If  you  want  to  set 
your  toes  in  deep  pile  carpeting  and 
unlock  the  executive  washroom,  you 
have  to  learn  to  manage  the  risks.  For 
advice  from  those  who  have  been  down 
that  path  (and  who  have  the  battle  scars 
to  prove  it),  turn  to  “Survival  of  the  Fit¬ 
test”  on  Page  48  and  “When  Opportun¬ 
ity  Knocks”  on  Page  70.  EE1 

Senior  Editor  E.B.  Baatz  can  be  reached 
at  ebaatz@cio.com. 

Figure  10 


June  1 996:  CIO  and  Human  Resource  Ex¬ 
ecutive  mailed  2,000  surveys  to  a  ran¬ 
dom  sample  of  vice  presidents  of  hu¬ 
man  resources  at  large  U.S.  companies.  The 
six-page  survey  asked  for  information  on 
job  longevity  and  career  trends  for  five  se¬ 
nior  executive  functions:  information  sys¬ 
tems,  finance,  manufacturing/operations, 
sales  and  marketing,  and  human  resources. 

All  respondents  to  the  survey  were 
employed  in  the  HR  function,  with  76  per¬ 
cent  indicating  that  their  title  was  VP.  More 
than  500  surveys  were  completed  and 
returned,  a  response  rate  of  25.7  percent. 

Eighty-seven  percent  of  the  respondents 
filled  out  the  section  of  the  survey  that  dealt 
with  the  IS  executive  position.  Eighteen  per¬ 
cent  of  survey  respondents  said  the  job  was 
held  by  someone  with  the  title  CIO;  36  per¬ 
cent  indicated  VP  of  IS/MIS/DP;  38  percent, 


manager  or  director;  and  8  percent,  other, 
miscellaneous  titles. 

To  make  comparisons  between  functions 
meaningful,  the  survey  was  conducted 
among  companies  with  2,000  or  more 
employees.  The  average  number  of  employ¬ 
ees  at  respondents'  companies  was  8,459  for 
the  fiscal  year  ended  1 995.  Average  annual 
revenues  were  $2.3  billion.  Eighty-six  per¬ 
cent  of  the  survey  respondents  were  located 
at  company  headquarters. 

The  industry  breakdown  of  responses 
was  as  follows:  manufacturing/operations, 
29  percent;  finance,  insurance  and  real 
estate,  16  percent;  education,  medical  and 
legal  services,  1 6  percent;  wholesale  and 
retail  trade,  12  percent;  utilities,  trans¬ 
portation  and  computer  systems,  9  percent; 
and  other,  19  percent. 

-E.B.  Baatz 


How  is  job  tenure  affected  by. . . 

. . .  company  size?  . . .  company  revenues  (1 995)? 


Employees  Fewer  than  5,000  5,000-9,999  10,000  or  more  Less  than  $500M  $501Mto$999M  $1Bto$4.9B  $5Bormore 


prior 

current 

prior 

current 

prior 

current 

prior 

current 

prior 

current 

prior 

current 

prior 

current 

IS 

6.7 

5.1 

6.7 

5.7 

7.1 

4.1 

6.8 

4.8 

6.6 

5.2 

6.9 

5.1 

7.3 

4.6 

Finance 

9.0 

5.9 

9.0 

6.3 

8.5 

5.6 

8.7 

6.5 

10.1 

6.3 

8.6 

5.5 

8.1 

4.4 

HR 

9.1 

5.9 

11.2 

5.0 

12.0 

4.8 

9.0 

5.7 

9.4 

5.3 

11.8 

5.0 

13.5 

5.2 

Sales/M  ktg. 

7.6 

6.4 

7.5 

4.7 

9.2 

4.8 

7.9 

7.1 

7.7 

5.0 

8.5 

4.6 

7.7 

6.0 

Mfg./Operations 

8.4 

6.0 

9.4 

5.0 

8.5 

4.9 

9.7 

6.4 

7.8 

5.9 

9.3 

4.9 

5.8 

4.3 

Average  tenure  in  years  for  prior  office  holder/current  office  holder 
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current  prior 

current 

prior 

current 

prior 

current 

prior  current 

prior 

current 

IS  69 

5.1  5.5 

6.1 

7.8 

4.5 

7.0 

4.3 

7.0  5.7 

6.7 

4.2 

Finance  8,3 

5.6  8.5 

6.1 

11.2 

7.5 

8.8 

5.1 

10.2  6.3 

7.5 

5.4 

HR  "*7 

5.6  12.4 

6.0 

7.2 

5.3 

8.4 

5.5 

13.9  4.8 

10.3 

4.7 

Sales/Mktg.  8,9 

5.6  9.6 

6.7 

6.9 

6.3 

5.6 

4.5 

9.5  5.2 

7.3 

5.9 

9  0 

Mfg./Operations 

5.4  NA 

NA 

NA 

NA 

NA 

NA 

10.9  4.7 

6.8 

6.5 

Notes: 

Financial  includes  real 
estate  and  insurance. 

Services  includes 
education,  medical 
and  legal  services. 

Trade  encompasses 
wholesale  and  retail 
trade. 

Utilities  includes 
communications, 
energy  and 
transportation. 

NA  =  Not  available 


Average  tenure  in  years  for  prior  office  holder/current  office  holder 
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My  Systems  Heed  To  Talk,  Send  Me  The  Video. 

Please  send  me  full  information  on  the  revolutionary  new  Encore  Infinity  SP30  — 
the  first  intelligent  cross-platform  mainframe  storage  system.  I’d  like  the  free  video 
which  explains  the  unique  architecture  that  makes  the  SP30  so  powerful. 

Name _ 

Title _ 

Company. 

Address  _ 

City _ 

Telephone 
E-Mail 


State _ Zip 


ENCORE 


COMPUTER  CORPORATION 

The  future  belongs  to  a  higher  intelligence. 


CIO 


NO  POSTAGE 
NECESSARY 
IF  MAILED 
IN  THE 

UNITED  STATES 


BUSINESS  REPLY  MAIL 

FIRST-CLASS  MAIL  PERMIT  NO.  2356  FORT  LAUDERDALE,  FL 

POSTAGE  WILL  BE  PAID  BY  ADDRESSEE 

ENCORE  COMPUTER  CORPORATION 
ATTN:  MARKETING  COMMUNICATIONS,  MS  704 
6901  W  SUNRISE  BLVD 
FORT  LAUDERDALE  FL  33313-9950 
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/ 


You  Hant  R  Hew 


Mhv  Bother? 


Only  the  revolutionary  new  Encore  Infinity  SP  Family 
lets  you  configure  mainframe  class  storage  for 
simultaneous  data  sharing  between  mainframe, 
open  systems,  and  PCs.  Even  better,  while  your 
different  platforms  can  communicate  at  last,  you 
control  the  conversation.  You  choose  how  much 
information  is  shared,  how  much  is  partitioned, 
who  can  access  it,  and  how  it’s  optimized  for  high 
performance,  efficiency,  and  data  protection. 
And  if  that’s  not  enough,  by  using  an  Infinity  SP 
storage  solution  you  can  do  all  of  your  system 
backups  using  the  same  centralized  mainframe 
facilities  you  are  already  using.  No  other  storage 
system  offers  you  so  much  flexibility,  with  so  much 
control  of  your  company’s  information  resources. 
Call  1  -800-933-6267  to  learn  more  about  storage 
intelligent  enough  to  enable  all  your  systems 
to  speak  the  same  language.  The  first  universal 
storage  —  now  shipping  and  ready  to  install. 


ENCORE 


COMPUTER  CORPORATION 

THE  future  belongs  to  a  higher  intelligence. 

http://www.encore.com 
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A  new  job  can  be  rife  with  possibility 
orperil.Buttherearewaysto 
minimize  the  risk. 

Will  you  make  the  right  decision? 

BY  RICHARD  PASTORE 

Remember  the  parable  about  the  lady 
or  the  tiger?  Open  the  right  door  and  find 
love  and  happiness.  But  make  the  wrong 
choice  and  you’ll  be  mauled.  Contemplating 
a  new  job  can  seem  nearly  as  perilous  and 
unpredictable  a  decision,  particularly  if 
you’re  replacing  a  CIO  who  didn’t  work  out. 
But  unlike  the  guy  from  the  story,  who 
couldn’t  peek  behind  the  doors,  candidates 
for  top  information  systems  posts  have  a  few 
options  to  help  them  make  up  their  minds. 
They  can  investigate  the  fortunes  of  the  pre¬ 
vious  office  holder,  size  up  the  boss  and  take 
some  precautions  just  in  case. 

Dean  Sivley:  Would  his  entrance  be  colored  by  his  predecessor’s  exit ? 
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An  obvious  place  to  start  is  to  find  out 
what  happened  to  your  predecessor. 
Look  for  clues  that  create  a  total  picture 
of  what  happened.  How  long  was  that 
person  there?  How  about  that  person’s 
predecessor?  Whom  did  the  position 
report  to  historically?  Ask  business  users 
and  customers  what  the  incumbent  CIO 
didn’t  do  well,  suggests  Beverly  Lieber- 
man,  president  of  Halbrecht  Lieberman 
Associates  Inc.,  a  Stamford,  Conn.,  exec¬ 
utive  recruiter.  “You’ll  quickly  find  out 
if  expectations  were  realistic  or  not,  or 
whether  the  company’s  users  are  too  dif¬ 
ficult  or  uncooperative,”  she  says.  Check 
out  the  overall  churn  rate  at  the  com¬ 
pany.  Is  the  executive  suite  one  giant 
revolving  door? 

Good  advice,  but  poking  around  in  a 
predecessor’s  failures  can  be  politically 
sensitive.  For  that  reason,  CIO  candi¬ 
dates  say  users  and  department  man¬ 


agers  are  often  more  revealing  and  use¬ 
ful  sources  than  the  bosses.  “The  best 
input  I’ve  always  gotten  was  from  the 
vice  presidents  of  marketing,  sales  and 
operations,”  says  Bob  Funk,  longtime 
travel  industry  executive  and  now  an 


information  technology  consultant  with 
SunTech  Solutions  Inc.  in  Tucson,  Ariz. 
When  Funk  was  deciding  whether  to 
take  the  CIO  job  at  travel  agency 
Rosenbluth  International  Inc.  in 
Philadelphia,  he  tried  to  get  CEO  Hal 


Rosenbluth  to  talk  about  the  departed 
CIO’s  shortcomings.  But  the  boss  was 
reticent  to  be  specific  or  negative.  Funk 
then  solicited  the  opinions  of  his  would- 
be  peers,  pressing  to  learn  how  his  pre¬ 
decessor  communicated  and  whether 
that  person  tried  to  foster  teamwork. 
The  answer  was  that  the  previous  CIO 
was  largely  invisible  to  them,  something 
they  didn’t  like. 

It  might  be  harder  to  follow  the  act  of 
a  predecessor  who  was  well  regarded. 
Dean  Sivley  faced  that  situation  when  he 
left  Duracell  Corp.  to  succeed  Funk  at 
Rosenbluth  last  year.  It  would  have  been 
easier  to  go  in,  find  out  why  someone 
else  didn’t  work  out  and  make  improve¬ 
ments,  Sivley  says.  “But  they  were  happy 
with  Bob,  and  I  had  to  come  in  here  and 
make  sure  things  didn’t  slip  back,”  he 
says.  Sivley  was  also  worried  because  he 
lacked  Funk’s  industry  background. 
After  considerable  time  interviewing 
with  Hal  Rosenbluth,  including  a  casual 
weekend  at  the  company’s  Linton,  N.D., 
training  ranch,  Sivley  was  relieved.  “Hal 
made  it  clear  I  didn’t  have  to  be  Bob 
Funk.  I  didn’t  need  to  have  the  industry 
experience  as  long  as  I  was  good  inter- 
personally — the  message  was  that  it’s 
OK  to  be  different.” 

Spending  time  with  company  hon¬ 
chos  like  Hal  Rosenbluth  will  go  a  long 
way  toward  giving  a  prospective  CIO  a 
clear  picture  of  the  job.  Getting  to  know 
the  prospective  boss  should  be  part  of 
any  evaluation  strategy.  For  example, 
Bob  Goodman  didn’t  make  the  decision 
to  leave  an  eight-year  career  at  Pep  Boys 
to  join  a  relative  startup  retailer  lightly. 
Goodman,  who  also  spent  22  years  at 
General  Electric,  had  seen  the  cultural 
impact  a  CEO  like  Jack  Welch  could 


have.  When  he  interviewed  at  5-year-old 
Zany  Brainy,  a  children’s  educational  toy 
chain  based  just  outside  of  Philadelphia, 
Goodman  wanted  to  see  if  the  manage¬ 
ment  style  and  culture  was  to  his  liking. 
In  discussions  with  the  top  brass,  he 


"  I  picked  out  that  the  CEO  was  a  football  fan, 

so  I  asked  about  what  kind  of  coaching  he  liked.  I  know  what 
kind  of  coaches  I'd  like  to  work  for — I  went  to  Ohio  State, 
and  I  know  I  sure  don't  want  to  work  for  Woody  Hayes/' 

-BOB  GOODMAN 
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Position  Profiles 

These  three  job  specifications  from  this  past  summer  show  a  pattern  of 
requests  for  business  acumen,  excellent  communication  skills,  a  pen¬ 
chant  for  leadership  and  influence,  global  management  ability  and  a 
thorough  grounding  in  today’s  technologies 

Position  A 

Company:  $1.2  billion  industrial  electronics  and  computer  systems  distributor 
IS  Organization:  75-person  staff;  $12  million  operating  budget 
The  Position:  Reporting  to  the  CEO,  the  CIO  will  participate  at  the  executive 
level,  providing  vision,  leadership  and  direction  with  an  emphasis  on  innova¬ 
tive  information  management.  It  is  strongly  believed  that  IT  will  be  the  key 
differentiator  for  this  company’s  success.  Therefore,  the  CIO  will  be  encour¬ 
aged  to  explore  and  consider  numerous  information-based  technologies,  tools 
and  services  and  to  implement  those  that  offer  a  competitive  advantage. 
Background/Qualifications:  The  individual  sought  will  have  15  to  20-plus  years  of 
experience  and  a  track  record  of  marrying  business  objectives  with  technology 
innovation.  He  or  she  must  be  a  strong  communicator  and  collaborator  and 
be  able  to  inspire  and  influence  others.  He  or  she  should  believe  in  a  team 
approach  to  management  and  be  capable  of  working  as  a  partner  to  the  CEO 
and  other  major  players. 

Compensation:  The  package  consists  of  salary,  incentive  bonus  and  potential  for 
stock  options  in  the  six-figure  range. 

Position  B 

Company:  $6  billion  health-care  products  manufacturer  with  operating  units 
in  100  countries 

IS  Organization:  No  direct  reports;  the  position  is  advisory 
The  Position:  The  vice  president  of  information  management  will  report  to  the 
corporate  vice  president  of  information  management.  Requiring  40  percent 
travel  time,  the  position’s  charter  is  to  provide  insight  and  guidance  in  the  strate¬ 
gic  use  of  IM  to  move  the  business  forward. 

Background/Qualifications:  The  candidate  should  have  15  to  20  years  of  infor¬ 
mation  management  and  leadership  experience  in  the  pharmaceutical  or  health¬ 
care  products  industry.  He  or  she  should  be  broadly  skilled  and  knowledge¬ 
able  in  IT  platforms  and  systems.  Previous  IM  line-management  experience  is 
expected;  non-information-management  experience  would  be  beneficial  as  well. 
Compensation:  The  six-figure  compensation  package  includes  salary,  bonus,  stock 
grants,  options,  retirement  program  and  benefits. 

Position  C 

Company:  Financial  services  organization 

IS  Organization:  1,500  people  in  three  locations;  budget  of  $100  million 
The  Position:  The  candidate  should  be  a  builder,  not  a  maintenance  manager. 
Reporting  to  the  CEO,  the  CIO  will  exhibit  leadership  by  example  through 
development  of  a  clear  plan  that  sets  the  appropriate  expectations  and  reinforces 
the  group’s  guiding  principles.  Excellent  communication  skills  are  required.  The 
ability  to  view  issues  and  opportunities  as  a  business  person  is  important. 
Backgrounds/Qualifications:  The  candidate  should  have  a  minimum  of  10  to  15 
years’  experience  with  large,  premier  companies.  A  strong  knowledge  of  busi¬ 
ness,  financial  and  management  issues  and  processes  is  needed  as  is  technical 
expertise  in  leading-edge  IT,  data  communications,  networks  and  varied  plat¬ 
forms.  As  a  member  of  the  senior  management  team  of  a  truly  global  com¬ 
pany,  the  successful  individual  must  have  a  sensitivity  to  cultural  issues. 
Compensation:  The  job  offers  a  six-figure  base  salary  plus  potential  for  100  per¬ 
cent  performance  bonus,  long-term  incentives  of  deferred  income  and  stock 
options,  plus  short-term  options. 


says,  “I  picked  out  that  the  CEO  was  a 
football  fan,  so  I  asked  about  what  kind 
of  coaching  he  liked.  I  know  what  kind 
of  coaches  I’d  like  to  work  for — I  went 
to  Ohio  State,  and  I  know  I  sure  don’t 
want  to  work  for  Woody  Hayes.”  The 
coaching  preferences  turned  out  to  be 
compatible,  and  Goodman  made  the 
switch  to  Zany  Brainy  this  past  summer. 

For  many  CIOs  in  transition,  the 
future  boss’s  title  is  as  important  as 
his  or  her  personality.  Some  won’t 
accept  an  offer  if  they  don’t  report  to  a 
top  cross-functional  executive.  The  feel¬ 
ing  is,  if  an  IS  leader  reports  to  a  func¬ 
tional  executive  like  a  CFO  or  manufac¬ 
turing  chief,  IS  will  be  too  closely 
associated  with  that  function.  The  CEO 
or  president  offers  the  cross-functionali¬ 
ty — and  the  necessary  support — to  help 
IS  be  most  effective.  (Current  studies  by 
Gartner  Group  Inc.  and  others  are  prob¬ 
ing  whether  the  busy  CEO  is  really  the 
appropriate  person  to  report  to.  There’s 
some  thought  that  lower-level  but  still 
cross-functional  executives  like  the 
COO  might  be  preferable.) 

Although  he  says  he  was  happy  as 
CIO  for  Duracell,  Sivley  quit  because  he 
wasn’t  part  of  the  strategic  planning 
group  as  he’d  originally  expected  to  be. 
He  reported  to  the  CFO,  and  although 
he  had  heard  second-hand  assurances 
that  the  top  brass  was  keen  on  tech¬ 
nology,  it  turned  out  otherwise.  “I  really 
wanted  to  be  one  of  the  seven  or  eight 
people  driving  the  organization,”  says 
Sivley.  Now  at  Rosenbluth,  he  reports  to 
the  CEO  and  is  a  member  of  the  inner 
circle.  In  fact,  he  was  recently  asked  to 
add  responsibility  for  the  company’s 
marketing  function  to  his  IS  duties.  “If  I 
were  considering  a  job  today,”  Sivley 
says,  “I’d  ask  to  speak  with  the  chair¬ 
man,  and  if  they  were  nervous  about 
that,  it  would  be  indicative”  that  they 
might  not  accept  the  CIO  as  a  strategic 
partner. 

The  strength  of  the  CIO’s  position  is 
to  a  degree  dependent  on  the  strength  of 
his  or  her  executive  sponsor.  If  an  IS  exec¬ 
utive  is  brought  in  by  a  CEO  who’s  been 
around  several  years  and  is  widely 
respected,  the  CIO  can  feel  pretty  confi¬ 
dent  in  his  or  her  political  position,  says 
Laraine  Rodgers,  consulting  principal  at 
The  LR  Group  in  Scottsdale,  Ariz.,  and 
former  IS  executive  at  Bell  Atlantic, 
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We’ve  got  your  city  surrounded 

and  we  mean  business. 


Sprint’s  bold 
deployment  of 
self-healing 
SONET  rings  is 
anything  but  a 
cause  for  alarm- 

except  for  the 
competition.  Because 

only  Sprint  offers  four-fiber, 

bi-directional,  line-switched  ring  topology 
throughout  its  entire  domestic  network.  Which 
means  your  mission-critical  data  is  protected  to 
the  fullest,  automatically  rerouted  in  as 
little  as  50  milliseconds-less  than  the 
blink  of  an  eye-even  in  the  event  of 
multiple  fiber  cuts  or  equipment  failures. 
And  with  speeds  at  OC-48,  we  provide 
virtually  unlimited  capacity  with 
no  bottlenecks  or  blockages. 


And  now,  Sprint’s 
application  of 
broadband 
metropolitan 
access  networks 
extends  this 
survivability  into 
local  loops,  directly 
to  your  offices.  This  means 
greater  reliability  and  flexibility,  all  through 
a  single  point  of  contact.  Sprint  was  not  only 
first  to  deploy  SONET- based  rings  domestically, 
but  first  to  build  international  SONET  rings. 

And  since  we  employed  fiber-optic 
technology  from  the  start,  we  can 
continually  expand  bandwidth  over  our 
existing  network.  What’s  it  all  mean? 

You  can  count  on  us,  because 
we  mean  business. 


Only  Sprint 

has  deployed  international  SONET  ring  technology  for  the 
highest  standard  in  reliable  data  transmission. 
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Call  Sprint  Business 

1  800  588  DATA 

www.  sprint,  com/data  1 


We  help  business  do  more  business SM 


©1996  Sprint  Communications  Company  L.P.  NFL  and  the  NFL  shield  are  registered  trademarks  of  the  National  Footbs'l  League 


SPECIAL  REPORT:  THE  CIO  CAREER 


Evaluating  Positions 


Xerox  Corp.  and  the  city  of  Phoenix. 
However,  “if  you’re  brought  in  by  some¬ 
one  who  does  not  have  the  overall 
authority,  you’ve  got  to  wonder  if 
they’re  going  to  make  it.”  There  may  be 
warning  signs — your  executive  sponsor 
is  not  part  of  the  strategic  planning 
group  or  doesn’t  seem  able  to  push  your 
funding  requests.  But  sometimes  there  is 
no  warning.  Rodgers  recalls  an  unwel¬ 
come  surprise  at  a  bank  she  worked  for. 
“The  first  day  on  the  job,  the  boss  shook 
my  hand  and  said,  ‘I  want  you  to  know 
I’m  leaving,  and  here’s  your  new  boss.’  I 
thought,  holy  mackerel.  I  couldn’t 
believe  it.” 

Bob  Doyle,  vice  president  and  CIO  at 
Alliant  Foodservice  (fomerly  Kraft 
Foodservice)  in  Deerfield,  Ill.,  quit  a  pre¬ 
vious  position  over  a  reporting  bait  and 
switch.  He  was  brought  in  to  an  insur¬ 
ance  company  to  flatten  and  upgrade  the 
organization  and  took  the  job  o 
condition  that  he  report  to  the  chief 
operating  officer  rather  than  an  execu¬ 
tive  overseeing  a  business  function. 
About  six  months  into  the  job,  howev¬ 
er,  the  company  unilaterally  reassigned 
Doyle  to  a  business-function  executive. 
“I  probably  would  not  have  left  if  I  had 
considered  myself  part  of  that  process  or 
if  I  saw  a  business  reason  for  doing 
that,”  Doyle  says.  As  it  was,  he  saw  the 
writing  on  the  wall  and  bolted. 

CIOS  CAN  NEGOTIATE  exit  clauses 
to  protect  against  such  nasty  sur¬ 
prises,  as  well  as  those  increas¬ 
ingly  prevalent  job-killing  specters: 
acquisition,  outsourcing  and  restructur¬ 
ing.  CIOs  should  think  about  exit 
strategies  from  day  one — it’s  unreason¬ 
able  to  expect  to  retire  from  the  posi¬ 
tion.  In  fact,  CIO  and  Human  Resource 


Laraine  Rodgers  stepped  into  a  new  job  just  as  her  boss  beaded  for  the  exit. 


An  IS  executive’s  bargaining  position 
ultimately  depends  on  whether  the  com¬ 
pany  wants  the  candidate  more  or  if  the 
candidate  wants  the  job  more.  If  the  can¬ 
didate  is  more  in  demand,  he  or  she  can 
negotiate  a  number  of  contingencies,  says 
Yoshi  Noguchi,  parmer  and  industry  lead¬ 
er  for  the  technology  practice  at  recruiter 


If  you're  brought  in  by  someone  who  does  not 
have  the  overall  authority,  you've  got  to  wonder 
if  he  or  she  is  going  to  make  it." 

-LARAINE  RODGERS 


Executive's  turnover  comparison  sur¬ 
vey  shows  only  a  6  percent  annual  re¬ 
tirement  rate  for  IS  leaders — the  same 
number  who  lose  their  jobs  through 
downsizing  (see  “The  Truth  About 
Turnover,”  Page  60). 


Paul  Ray  Berndtson  in  Irvine,  Calif. 

For  example,  says  Noguchi,  the  CIO 
could  require  that  if  a  major  change  in 
corporate  structure  occurs,  he  or  she  will 
receive  a  certain  amount  of  severance 
pay.  Or  if  a  substantial  portion  of  the  IS 


operation  is  outsourced  and  the  new 
arrangement  does  not  mesh  with  the 
CIO’s  future  plans,  the  company  will 
provide  an  incentive  to  stay  through  the 
transition  and  the  freedom  to  begin  a  job 
search.  Another  smart  move  these  days 
is  to  negotiate  the  option  of  immediate 
vesting  of  all  stock  options  should  the 
company  be  acquired  or  merge.  That 
way,  executives  can  immediately  exer¬ 
cise  all  their  stock  options  regardless  of 
whether  they  are  vested  rather  than  risk 
the  likelihood  that  their  soon-to-be 
redundant  positions  will  be  eliminated 
before  full  vesting. 

Although  there  will  always  be  some 
risk  in  stepping  into  a  new  position,  a  peek 
behind  the  door  and  a  little  prudence  will 
increase  the  chances  that  the  choice 
doesn’t  come  back  to  bite  you.  BS1 

Managing  Editor  Richard  Pastore  can 
he  reached  at  pastore@cio.com. 
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LBMS  Process  Engineer  -  Best  Practices  fdr  the  Enterprise 


Sustainable  Process  Improvement.  That’s  what  its  all  about  according  to  industry  experts  such  as  Capers  Jones,  the 
Gartner  Group,  the  Meta  Group  and  the  SEI —  the  people  who  make  their  living  figuring  out  how  to  make  better,  faster,  cheaper 
a  reality.  And  these  experts  point  to  Process  Management,  enabling  you  to  achieve:  350%  increase  in  developer 
productivity;  70%  improvement  in  project  schedules;  90%  reduction  in  defects;  and  500%  return  on  investment. 

With  over  1 ,000  implementations  worldwide,  Process  Engineer  is  the  leading  Process  Management  tool  for  defining, 
deploying,  executing  and  improving  development  best  practices.  The  LBMS  Process  Library  ''  combines  our 
knowledge  base  of  best  practices  with  that  of  industry  experts  through  our  LBMS  ProcessWare  Partners  Program. 
We  address  significant  development  issues  such  as:  Enterprise  Client/Server  Applications,  Data 
Warehousing,  Business  Process  Re-engineering,  Package  Implementation,  and  Object  Oriented 
Development.  Process  Engineer  enables  the  process  library  to  be  customized  to  reflect  organizational  best  practices. 
Its  integrated  suite  of  tools  provides  authoring,  process-driven  planning,  task  and  deliverable  management,  process 
improvement  capabilities  to  all  team  members  and  provides  facilities  for  publishing  best  practices  on  a  corporate  Intranet. 


Break  through  the  Barrier  Today.  Call  us  now  to  schedule  a  Process  Engineer  Demo.  Register  online  at  our  Web 
site  for  the  LBMS  Free  Seminar  Series:  Process  Management.  Order  a  Free  White  Paper  on  Process  Management  or 
our  multimedia  Seminar  On  CD:  Call  us  at  1-800-345-LBMS  (5267)  or  outside  the  ## J 

US  at  713-625-9300.  Visit  us  on  the  Web  at  www.lbms.com. 


http://www.lbms.com 


©  1996  LBMS,  Inc.  Process  Engineer  is  a  trademark  of  LBMS,  Inc.  All  other  trademarks  acknowledged. 


Companies  who  have 
selected  Open  Market  to 
help  them  lead  the  way  in 
Internet  Commerce: 


Bank  One 


♦ 


First  Union 
National  Bank 


Time  Warner’s 
Pathfinder 


♦ 


Tribune  Company 


Copyright  ©  igg 6  Open  Market,  Inc.  All  rights  reserved. 


Why  is  Open  Market  the  only  company  that  has  paved  the  way  to  Internet  commerce?  Our  goal  from  day  one 


WAS  TO  DEVELOP  COMMERCE  SOFTWARE  FOR  THE  INTERNET.  AND  UNLIKE  OTHER  COMPANIES,  OUR  SOFTWARE  IS  AVAILABLE  TODAY. 

In  fact,  some  of  the  world’s  most  successful  companies  are  already  using  our  secure,  scalable  Internet  commerce 

SOLUTIONS  TO  DO  BUSINESS 


WITH  OTHER  COMPANIES  AND 

consumers.  With  these 

SOLUTIONS,  LARGER  COMPANIES 
CAN  MANAGE  NOT  ONLY  PAYMENT 
PROCESSING  BUT  EVERY  ASPECT  OF 

Internet  business  transactions. 
And  smaller  companies  can 

REAP  THE  BENEFITS  OF  INTERNET 
COMMERCE  WHILE  OUTSOURCING 
THE  COMPLEXITY,  ALLOWING 
THEM  TO  FOCUS  ON  WHAT  THEY 

do  best.  In  short,  Open 
Market  fits  your  needs  no 

MATTER  WHAT  SIZE  YOU  ARE. 

TO  HND  A  SMOOTH  ROAD  TO 
your  own  Internet  commerce 

SOLUTION,  VISIT  OUR  WEBSITE  AT 

www.openmarket.com/road  or 
CALL  1-888- OPEN  -  MKT. 

Open  Market 
Z/fj  First  Street 
Cambridge,  MA  02142 


OPEN 


l#  ARE  Internet  Commerce. 
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BY  TOM  FIELD 


At  the  University  of  Missouri,  decisions  must  be  made 
about  when  and  how  to  institute  uniform  information 
systems.  CIO  asks  four  experts  for  their  advice. 


Every  couple  off  months,  ferrold  Siegel  is 

asked  by  a  colleague,  “How  many  e-mail  packages  are  you  down  to?” 

He  laughs,  but  Siegel,  coordinator  of  campus  computing  at  the  University  of 
Missouri-St.  Louis  and  head  of  the  statewide  university  system’s  IT  Standards 
Committee,  cites  e-mail  as  an  example  of  how  the  60,000-student  university 
system  traditionally  has  shied  away  from  IT  standards.  At  one  point,  the  Columbia  cam¬ 
pus  alone  supported  19  different  e-mail  systems.  Communications  within  that  campus — 
nevermind  among  the  St.  Louis,  Rolla,  Columbia  and  Kansas  City  campuses — was  a  mess 
of  undeliverable  messages  and  untransferable  documents.  Some  campus  administration 
systems  were  Macintosh-based,  others  PC-based.  Some  buildings  were  wired  for  Internet 
service,  some  not.  The  university  put  few  restrictions  on  IT  purchases  by  units  or  individ¬ 
uals,  and  IS  departments  were  expected  to  serve  a  plethora  of  sometimes-obscure  systems. 
“The  only  standards  we  had  were  those  a  vendor  would  set  by  dominating  the  market,” 
Siegel  says. 

The  end  of  the  IT  free-for-all  began  in  1 994,  when  university  officials  realized  that  infor¬ 
mation  sharing,  critical  to  the  university’s  future,  was  possible  through  new,  network- 
based  systems  such  as  the  World  Wide  Web  and  that  if  university  personnel  wanted  to  par¬ 
ticipate  in  those  developments,  they  had  to  operate  under  a  system  of  IT  standards.  Ralph 
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Jeffrey  H.  Margolis 

Senior  Vice  President  & 
CIO,  FHP  International  Corp. 


Brian  Sommer 

Partner 

Andersen  Consulting 


Alan  E  Nugent 
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Revenues:  $1.16  billion  in  1995 
Total  Employees:  1 0,000 
IS  Staff:  250  systemwide 
IS  Executives:  Jerrold  Siegel, 

coordinator  of  campus  computing, 
head  of  IT  Standards  Committee; 
Ralph  Caruso,  vice  president  of  IT 


Objectives 

Create  and  enforce  a  new  set  of  IT 
standards  dealing  specifically  with: 

►  Networking 

►  Desktop  technology 

►  Graphical  user  interfaces 

►  Application  standards 

►  Training 

►  E-mail 


Concerns 

►  How  have  other  companies  or 
institutions  dealt  with  the  GUI  issue? 
Have  they  made  specific 
recommendations  or  avoided  tying 
standards  to  certain  vendors? 


H.  Waverly  Deutsch 

Director,  Computing  Strategy 
Service,  Forrester  Research,  Inc. 


►  The  minimum  power  requirements 
for  desktop  computers  change 
regularly;  how  do  companies  account 
for  these  evolutions?  Beyond  the 
PC/Mac  issue,  how  have  companies 
dealt  with  laptops? 

►  How  have  others  dealt  with 
multiple  e-mail  applications? 

►  How  have  others  standardized 
training  for  IS  staff  and  end  users? 


http://www.cio.com 
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Setting  Standards 


Caruso,  vice  president  of  IT  for  the 
university  system,  chartered  an  IT 
Standards  Committee  and  chose  Siegel 
to  head  it.  Made  up  of  representatives  of 
each  of  the  UM  campuses  and  the  uni¬ 
versity  hospital,  the  committee  drafted 
a  set  of  systemwide  standards  for  net¬ 
working,  desktop  technology,  applica¬ 
tion  standards,  graphical  user  interfaces, 
training  and  electronic  mail. 

There  were — and  there  remain — chal¬ 
lenges  to  establishing  standards.  First 
was  the  issue  of  what  is  and  is  not  appro¬ 
priate  to  standardize.  “It  made  no  sense 
for  four  campuses  and  a  hospital  to 
maintain  four  different  e-mail  systems,” 
Siegel  says.  “But  we  knew  plain  and  sim¬ 
ple  we  were  not  going  to  get  into  the 
chemistry  department’s  business  and  tell 
them  they’re  not  going  to  do  any  more 
research  because  their  equipment  doesn’t 
meet  our  standard.” 

Also,  there  was  the  difficulty  of  pleas¬ 
ing  everyone.  “Each  campus  viewed  itself 
as  an  individual  entity  with  an  individu¬ 
al  mission — and  each  could  prove  the 
point,”  Siegel  says.  When  it  came  time  to 
choose  between  PC  and  Mac  desktop 
standards,  the  committee  at  large  favored 
PC,  but  one  campus  was  tied  heavily  to 
Mac.  So  the  committee  chose. ..both. 

Some  standards  are  loosely  regarded 
and  some  are  strictly  enforced.  GUI  and 
training  standards  are  particularly  open- 
ended,  for  example,  because  the  com¬ 
mittee  has  yet  to  arrive  at  any  concrete 
conclusions  (the  Java  Internet  software 
development  language  didn’t  even  exist 
when  the  committee  began  work).  On 
the  other  hand,  the  St.  Louis  campus 
must  obtain  special  approval  before  pur¬ 
chasing  nonstandard  desktop  systems 
with  university  funds. 

So  far,  Siegel  says,  the  university  is 
doing  a  good  job  upholding  the  net¬ 
working  and  PC  standards,  but  the  GUI 
and  training  standards  still  are  being 
defined,  and  e-mail — well,  there  are 
fewer  systems  all  the  time. 

The  benefits  of  IT  standardization 
already  are  evident.  Offices  and  cam¬ 
puses  communicate  better  with  one 
another,  the  university  spends  far  less 
time  servicing  nonstandard  systems 
and — most  important — IS  now  has  a 
written  set  of  standards  it  can  cite  and 


support  as  the  IT  bible.  But  there  are 
open  issues.  Beyond  platform  consider¬ 
ations,  for  instance,  because  of  the  swift 
evolution  of  what  constitutes  a  mini¬ 
mum  configuration,  the  university  has 
yet  to  settle  upon  a  standard  for  desk¬ 
tops,  let  alone  laptops.  Other  questions 


ments  so  that  software  purchased  outside 
the  proper  channels  will  not  be  reim¬ 
bursed.  At  FHP,  this  approach  helped  us 
shut  down  the  vast  majority  of  unautho¬ 
rized  software  purchases.  Employees  who 
purchase  software  from  local  retailers  pay 
40  to  60  percent  more  than  necessary. 


THE  COMMITTEE  DRAFTED  a  set  of  systemwide 
standards  for  networking,  desktop  technology, 
application  standards,  graphical  user  interfaces, 
training  and  electronic  mail. 


also  remain.  How  strictly  should  stan¬ 
dards  be  enforced  systemwide?  How 
often  should  they  be  reviewed?  What 
about  GUIs  and  training?  “We’re  going 
to  declare  victory  over  sections  [of  the 
standards],”  Siegel  says.  “Some  things 
are  done  deals,  and  other  things  are  in 
the  process  of  being  discussed.” 

Although  money  is  always  an  issue — 
even  at  a  publicly  funded  nonprofit  insti¬ 
tution — Siegel  says  there  has  been  no 
great  ROI  pressure  put  upon  the  univer¬ 
sity’s  standardization  effort.  “Even  if  they 
cost  more,”  he  says,  “some  things  you 
just  have  to  do.” 


Jeffrey  H.  Margolis 


Senior  Vice  President 
and  CIO, 

FHP  International  Corp. 

When  FHP  experienced  two 
mergers  in  three  years,  we 
needed  to  pursue  an  IT  stan¬ 
dards  initiative.  While  it  ap¬ 
pears  that  you  are  headed  in 
the  right  direction,  Mr.  Siegel,  I  have 
suggestions  about  enforcement,  imple¬ 
mentation  and  packaging. 

Get  tougher  on  enforcing  your  stan¬ 
dards.  Without  enforcement,  standards 
will  do  the  university  little  good.  Your  IT 
Standards  Committee  must  commit  to 
enforcing  all  standards — including  e- 
mail,  GUI  and  training,  which  you  con¬ 
sidered  leaving  somewhat  “open-ended.” 

Coordinate  with  your  payroll/expense 
reimbursement  and  purchasing  depart¬ 


Make  it  easy  for  users  to  go  through 
the  proper  channels  by  providing  a  sim¬ 
ple  checklist  for  ordering  standard  hard¬ 
ware  and  software.  That  allows  them  to 
select  add-ons  (e.g.,  multimedia)  while 
staying  within  your  standards. 

Charge  back  PC  hardware  and  soft¬ 
ware  costs  (including  installation  and 
depreciation)  to  the  departments  to 
allow  them  to  make  informed  economic 
decisions  about  purchases. 

Load  a  software  inventory  tool  on 
your  network  servers  and  desktops  to 
detect  when  employees  alter  their 
machines.  That  low-cost  way  to  enforce 
standards  doesn’t  use  precious  human 
resources. 

Stop  supporting  nonstandards,  or 
charge  departments  extra  for  nonstan¬ 
dard  support. 

Implement  the  standards  in  a  rapid, 
tightly  managed  fashion.  The  pace  and 
management  of  your  rollout  plan  are 
critical  to  the  success  of  your  standards- 
setting  mission. 
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Standard  Practice 

A  recent  report  offers  facts  and  figures 
on  managing  IT  standards 


Network  infrastructure,  sys¬ 
tem  software  and  applications 
software  are  the  common  tar¬ 
gets  for  standardization,  according 
to  “Trends  and  Practices  in  Manag¬ 
ing  Information  Technology  Stan¬ 
dards,”  a  report  prepared  by  CIO 
Communications  Inc.  and  Richard 
W.  Swanborg  Jr.,  president  of  Icex 
Inc.  of  Cohasset,  Mass.  The  report 
surveyed  IS  executives  from  organi¬ 
zations  with  revenues  of  less  than 
$10  million  to  more  than  $10  billion 
in  such  industries  as  government,  fi¬ 
nancial  services,  manufacturing  and 
media. 

Nearly  two-thirds  of  the  respon¬ 
dents  say  that  standards  are  an 
“extremely  important”  or  “very 
important”  IT  issue  in  their  compa¬ 
nies.  More  than  half  of  those  respon¬ 
dents  said  IT  standardization  is  as 
vital  a  business  issue  as  any  other. 
More  than  80  percent  of  the  respon¬ 
dents  said  cutting  costs,  boosting 
productivity  and  improving  com¬ 
munication  are  the  chief  business 
drivers  for  setting  standards  and  that 
the  most  common  challenge  to  their 
implementation  is  a  lack  of  under¬ 
standing  within  the  organization 


about  the  value  of  IT  standards. 
Enforcement  of  standards  tends  to 
be  heavy-handed;  60  percent  of 
those  companies  with  standards  in 
place  reported  that  they  require  spe¬ 
cial  authorization  for  the  purchase 
of  nonstandard  technologies. 

A  corporate  or  divisional  CIO  is 
responsible  for  managing  and  enforc¬ 
ing  standards  at  most  of  those  com¬ 
panies;  other  functional  executives 
exert  little  influence  in  standardiza¬ 
tion  initiatives.  The  majority  of 
respondents  also  reported  that  they 
define  their  standards  internally, 
through  R&D  and  company  experi¬ 
ence,  rather  than  accepting  standards 
from  other  CIOs  they  meet  in  profes¬ 
sional  organizations  and  seminars. 

Of  the  companies  that  have  estab¬ 
lished  technology  standards,  90  per¬ 
cent  say  those  that  relate  to  network 
infrastructure — telephone,  voice 
mail,  network  protocol — are  estab¬ 
lished  most  effectively.  Data  ware¬ 
house  and  sales  and  marketing  appli¬ 
cations  are  among  the  least  effective. 

For  more  information  about  the 
study,  contact  Diane  Martin  at  508 
935-4274  or  dmartin@cio.com. 

-T.  Field 


First,  install  standard  configurations 
on  all  desktops  and  servers.  Engineer 
your  standard  software,  test  it,  install  it 
and  lock  it  down  to  prevent  user  tam¬ 
pering.  In  addition  to  upholding  the 
standard’s  integrity,  identically  config¬ 
ured  desktops  in  a  client/server  environ¬ 
ment  enable  significant  cost  savings.  For 
example,  software  vendors  now  offer 
enterprisewide,  concurrent  licensing 
agreements,  which  allow  you  to  pay  a 
fee  based  on  the  maximum  number  of 
employees  using  the  software  daily — 
instead  of  buying  a  license  per  employee. 
In  addition,  identically  configured  desk¬ 
tops  with  standard  GUIs  make  remote 
software  upgrades  a  breeze. 

Second,  roll  out  your  standards  at  top 
speed.  If  you  don’t  deploy  fast  enough, 
technology  may  leapfrog  your  standards 
and  you  may  have  to  reengineer  your 
solution  before  the  initial  rollout  is  com¬ 
pleted. 

Package  and  introduce  your  standards 
for  networking,  GUIs,  applications, 
e-mail,  etc.,  as  a  standard  desktop  sys¬ 
tem.  The  easiest  way  to  implement  so 
many  new  standards  is  to  do  it  in  one  fell 
swoop.  In  a  technical  sense,  you  are  en¬ 
suring  that  standard  “middleware”  is 
appropriately  engineered.  That  approach 
is  making  it  possible  for  my  company  to 
roll  out  a  collection  of  desktop  standards 
to  approximately  5,000  PC-using  FHP 
employees  in  just  under  two  years. 

Your  institution  could  package  its  stan¬ 
dards  in  a  similar  manner.  The  University 
of  Missouri’s  standardized  desktop  sys¬ 
tem  should  contain  the  following: 

■  Standard  physical  network  compo¬ 
nents  and  a  network  operating  system 
upgrade  to  minimum-level  desktop  PC 
technology 


“THE  EASIEST  WAY 
to  implement  so  many 
new  standards  is  to  do 
it  in  one  fell  swoop.” 

-Jeffrey  Margolis 

■  A  Windows  GUI,  displaying  stan¬ 
dard-application  groupings  such  as  uni¬ 
versitywide  applications,  campuswide 


applications,  department-specific  appli¬ 
cations,  most-used  applications  and  so 
forth,  giving  every  PC  at  the  university 
the  same  look  and  feel 

■  Standard  e-mail  and  browser  appli¬ 
cations 

■  Access  to  the  university’s  data  ware¬ 
houses 

■  Computer-based  training  (on  the 
standards,  of  course) 

Rapid  rollout  allows  you  to  promote 
the  standards  implementation  effort  as 
something  users  can  get  excited  about. 
Rather  than  resist  the  changes,  they  will 
look  forward  to  receiving  state-of-the- 
art  tools  and  upgraded  hardware. 

Some  of  those  suggestions  may  sound 
harsh,  particularly  in  an  academic  envi¬ 


ronment,  but  standards  setting  is  an  all- 
or-nothing  proposition.  If  you  allow  too 
much  democracy,  your  institution  will 
continue  to  founder  in  a  sea  of  mis¬ 
matched  systems. 


Brian  Sommer 


Partner,  Andersen  Consulting 

The  University  of  Missouri 
is  attacking  many  of  the  right 
areas  in  its  quest  to  apply  sys¬ 
temwide  IT  standards.  It  nailed 
one  of  the  biggest  benefits  possi¬ 
ble  when  it  cited  information  sharing  as 
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Announcing 


ways  to 

safely  store  all 
the  information 
on  the  planet. 


Somehow,  the  smaller  the  world 
gets,  the  more  its  information  grows. 
Each  day,  networked  computers  are  making  more 
kinds  of  information  available  to  more  people 
than  ever  before.  From  last  nights  sales  figures 
to  next  years  economic  forecasts,  information  is  the 
lifeblood  of  business.  And  that  makes  managing 
and  storing  it  even  more  vital. 

At  IBM,  we’re  constantly  thinking  of  new 
ways  to  maximize  the  value  of  information  to  your 
company.  Part  of  which  means  understanding  that 


different  kinds  of  users  can  have  different  kinds  of 
storage  needs.  For  some,  the  reliability  of  a  24-hour, 
seven-day-a-week  system  is  critical.  For  others, 
having  fast  access  is  key.  And  with  rare  exception, 
cost  is  always  an  important  consideration. 

With  all  this  in  mind,  we’re  adding  a  series 
of  new  products  to  our  proven  RAMAC  “  Array 
Family  of  storage  systems. 

If  your  focus  is  a  low  total  cost  of  ownership, 
the  RAMAC  Virtual  Array  Model  2  is  as  economical 
as  it  is  flexible.  If  growth  is  on  your  mind,  the 
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RAMAC  Scalable  Array  lets  you  add  both  capacity 
and  performance  when  your  requirements  change. 
Need  more  speed?  The  RAMAC  Electronic  Array 
"ives  users  hyperlast  access  to  stored  data.  And 
if  your  priority  is  simply  the  highest  level  of  data 
availability,  the  new  RAMAC  3  delivers  it  with 
twice  the  capacity  and  up  to  three  times  the  speed 
of  our  earlier  designs. 

We’re  also  making  it  easier  to  move  into  new 
technology.  IBM  RAMAC  Data  Migrator  is  a  service 
that  transfers  data  from  any  3990  or  compatible 


subsystem  to  any  other  3990  or  compatible 
subsystem,  with  minimal  downtime. 

All  this  is  backed  with  the  IBM  service  and 
support  you’ve  come  to  expect. 

Only  better.  Smarter.  Faster.  Cheaper. 

To  find  out  how  you  can  get  more  out  of 
storage,  drop  by  w  wv.  s  to  rage .  i  b  m  .com  today 
or  call  your  IBM  representative. 


Solutions  for  a  small  planet™  E  ==  r-if 
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OPINIONS 


Setting  Standards 


a  driver  for  this  change.  But  what  might 
the  future  hold  for  this  organization  as 
it  proceeds? 

A  stated  business  case  is  the  scope  and 
directional  document  for  any  standards 
project.  All  of  the  projected  benefits  (eco¬ 
nomic,  competitive,  collaborative,  etc.) 
must  be  identified  and  aggressively 
adhered  to.  The  IT  Standards  Com¬ 
mittee  that  the  university  has  established 


for  that  purpose  is  good,  but  the  com¬ 
mittee  may  need  more  non-IS  members 
and  more  senior  participants. 

Standards  projects,  like  shared-service 
initiatives,  are  successful  when  top  man¬ 


■  Foster  collaboration 

■  Reduce  systems,  maintenance,  devel¬ 
opment  and  integration  costs 

■  Reduce  downtime  spent  reformat¬ 
ting,  translating  or  converting  files 

The  university  has  addressed  several  of 
those  issues  so  far  in  its  standardization 
effort;  it  has  empowered  people  to  make 
changes  and  already  is  reaping  some  ben¬ 
efits.  The  key  now  is  to  identify  some  spe¬ 
cific  objectives  and  mon-itor  how  stan¬ 
dardization  helps  achieve  those  goals. 
The  university  should  develop  a  com¬ 
prehensive  inventory  of  IT  equip¬ 
ment  and  software  that  has  been 
or  can  be  acquired.  The  decision 
to  purchase,  support  or  set  the 
standard  (if  applicable)  for  each 
class  of  product  must  be  agreed  to 
in  advance  by  all  offices,  campus¬ 
es  and  other  leadership  groups. 
Then,  the  power  to  make  those 
decisions  must  be  supported  from 
senior  managers. 

The  university  may  regret  the 
decision  to  stand  clear  of  the  GUI 
and  personal  computer  device 
debate.  So  much  application  soft¬ 
ware  requires  a  consistent  archi¬ 
tecture  to  provide  high-perfor¬ 
mance  results.  While  many  pack¬ 
ages  run  on  Windows,  Windows 
95,  NT,  Unix,  Apple  OS,  OS/2 
and  so  on,  their  files  may  not 
interoperate  cleanly  between  machines. 
Most  organizations  eventually  pick  a 
standard  desktop  operating  system, 
office  automation  suite  and  networking 
protocol  for  all  but  a  few  mission-criti¬ 


“CONVINCING  OTHERS  to  adopt  a  roster  of 
standards  is  like  embarking  on  the  Crusades.” 

-Brian  Sommer 


agement  knows  and  supports  the  objec¬ 
tives  of  initiatives  and  the  business  case 
behind  them.  Adherence  to  the  plan  and 
its  business  case  are  key. 

Some  of  the  common  objectives  I  see 
in  successful  standardization  projects 
include  efforts  to: 

■  Maximize  value  for  IT  expenditures 

■  Enable  information  sharing  through¬ 
out  the  enterprise 

■  Permit  people  and  work  portability 

■  Limits  systems  diversity 


cal  computing  applications. 

My  own  company  has  enjoyed 
tremendous  success  by  networking 
tens  of  thousands  of  its  employees  glob¬ 
ally  to  one  information  resource:  our 
Knowledge  Xchange. 

An  intranet  strategy  may  mitigate 
some  of  the  remaining  standards  issues. 
If  the  university  can  convert  all  of  its 
application  software  to  an  intranet 
architecture,  then  individual  computers 
may  need  only  a  low-cost  Web  browser — 


though  this  approach  is  still  not  without 
problems.  Intranet  technology  is  still 
new  and  standards  are  still  fluid.  If  the 
university  pursues  that  approach,  it 
should  develop  applications  using  pop¬ 
ular  tools  that  are  already  viable  on  all 
of  the  computers  used  at  the  school. 

Bottom  line:  Convincing  others  to 
adopt  a  roster  of  standards  is  like 
embarking  on  the  Crusades.  You  may 
think  it  is  the  right  thing  to  do,  but  how 
will  you  convince  (or  coerce)  others  to 
join  you?  No  standards  initiative,  no 
matter  how  noble  the  cause,  will  succeed 
unless  it  is  tied  to  the  enterprise’s  strate¬ 
gy,  is  believed  to  be  important,  is  sup¬ 
ported  by  top  management  and  has  a 
strong  team  focused  on  the  business  case. 


Alan  F.  Nugent 


Vice  President  and  CTO,  Global 
Process  and  Information 
Management  /  Global  Strategy  and 
Advanced  Technology,  Xerox  Corp. 

The  University  is  address¬ 
ing  the  right  issues.  We  have 
faced  similar  issues  at  Xerox, 
where  we  are  in  the  midst  of 
reengineering  our  infrastruc¬ 
ture,  applications  and  information 
management  (IM)  organization  to 
move  to  a  standard  set  of  collaborative 
workgroup  services  in  a  distributed 
client/server  environment. 

We  defined  a  need  for  standards  along 
two  vectors:  economic  advantage  and 
strategic  direction.  Standards  of  economic 
advantage — where  it  is  very  expensive,  if 
not  impossible,  to  manage  our  environ¬ 
ment  without  significantly  narrowing  the 
IT  options — closely  relate  to  specific 
products.  With  standards  of  strategic 
direction,  however,  complete  implemen¬ 
tations  may  not  be  readily  available  to 
meet  user  needs  or  may  be  changing 
rapidly.  Those  standards  tend  to  focus  on 
technologies  such  as  the  World  Wide  Web 
rather  than  specific  products. 

We  have  found  we  need  new  ap¬ 
proaches  to  enforce  standards  such  as 
GUI.  Rather  than  adopt  a  single  GUI 
standard,  we  created  a  Usability  Lab  to 
collaborate  with  application  developers, 
ensuring  that  the  various  GUI  designs — 
Windows,  X/Motif  and  Web — are 
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appropriate  to  their  particular  applica¬ 
tion  and  consistent  with  the  delivered 
client  platforms’  environment.  By  test¬ 
ing  applications  with  actual  users,  the 
lab  recommends  design  changes  to  sup¬ 
port  a  natural  application  flow  so  that 
interfaces  don’t  change  dramatically 
from  one  screen  to  the  next. 


in  the  basics:  e-mail,  document 
creation,  spreadsheets,  etc. 
Training  in  specific  applications 
is  delivered  as  part  of  applica¬ 
tion  deployment. 

Maintaining  a  standard  en¬ 
vironment  is  a  challenge.  At 
Xerox,  we  review  our  standards 
four  to  six  times  a  year — more 
often  if  the  needs  or  industry 
dictate.  We  don’t  change  our 
standards  as  frequently;  that 
would  overwhelm  and  confuse 
our  users.  To  achieve  our  broad 
vision,  we  have  taken  a  holistic 
approach  we  call  P — Incremen¬ 
tal,  Iterative  and  Integrative,  a 
series  of  small  initiatives  (incre¬ 
mental)  that  improve  upon  the  previous 
state  (iterative)  and  coalesce  into  our 
vision  (integrative).  That  plan  requires 
both  standards  and  well-defined,  repeat- 
able  practices  to  ensure  that  our  IM  staff 
can  meet  the  demands  of  the  business. 

Going  forward,  the  university  should 
consider  reviewing  its  standards  twice 


“WE  EVOLVE  OUR  STANDARDS  and  review  based 
on  internal  needs  and  industry  or  market  trends, 
and  we  suggest  the  university  do  the  same.” 

-Alan  Nugent 


Prior  to  standardization,  we  had  some 
PCs  using  several  different  e-mail  prod¬ 
ucts.  As  part  of  our  planning,  we  select¬ 
ed  a  single  e-mail  system  to  support  all 
users.  The  nonstandard  systems  are  not 
supported  in  the  new  infrastructure.  As 
our  deployment  progressed,  we  experi¬ 
enced  issues  with  performance,  reliabil¬ 
ity,  scalability  and  document  exchange 
coexisting  with  foreign  e-mail  systems. 
Perhaps  the  largest  issue  the  university 
will  face  is  selecting  a  mail  system  that 
will  scale  to  support  the  10,000  employ¬ 
ees  and  60,000  students.  Standards  such 
as  X.500  directory  services  are  correct, 
but  those  services  are  still  emerging. 

Like  the  university,  we  are  committed 
to  upgrading  the  skills  for  the  IM  staff. 
A  significant  investment  has  been  made 
to  train  current  staff,  but  we  recognize 
that  we  always  will  need  to  hire  some 
individuals  with  new  skills.  We  also  have 
made  training  available  to  all  end  users 


annually,  at  the  start  of  each  semester. 
We  evolve  our  standards  and  review 
based  on  internal  needs  and  industry  or 
market  trends,  and  we  suggest  the  uni¬ 
versity  do  the  same. 


H.  Waverly  Deutsch 


Director,  Computing  Strategy 
Service,  Forrester  Research  Inc. 

The  University  of  Missouri 
is  doing  a  lot  of  good  work  in 
the  area  of  IT  standardization, 
but  some  of  the  approach  will 
not  yield  the  desired  result — 
simplification  of  the  IT  managers’  lives. 

Why  not?  Because  standards  are  being 
applied  in  broad-brush  fashion  to  deal 
with  several  different  types  of  situations. 
Last  spring,  I  wrote  a  report,  “Sinking 


Panelists’  Findings 


■  State  a  business  case  for 

IT  standardization  and  make 
sure  from  the  start  that 
you  have  buy-in  from  senior 
management. 

■  Consider  making  non  IS 

people  members  of  your 
standards  committee  to 
ensure  user  support. 

■  Identify  where  IT  standard¬ 
ization  in  your  organization 

is  of  economic  or  strategic 
advantage. 

■  Create  flexible  standards 
that  can  be  waived  for  just 
cause. 

■  Be  sure  your  organization 
allows  users  to  explore 
emerging  technologies  that 
someday  may  become  your 
new  standards. 

■  Fix  upon  a  standard  oper¬ 
ating  system — PC,  Macintosh 
or  Unix — to  achieve  maximum 
interoperability  among  your 
enterprise's  computers. 

■  Set  standards  for  desk¬ 
tops  and  laptops  around 
basic  platforms  to  maximize 
scalability. 

■  Embrace  and  enforce  a 

uniform  e-mail  standard  to 
foster  better  communication 
about  best  practices  and 
process  innovations. 

■  Consider  rolling  out  your 
IT  standards  in  a  "new  desktop 
system"  of  networking, 
desktop  and  application  tech¬ 
nology  to  minimize  the  effects 
of  change. 

■  Offer  just-in-time  skills 
training  to  IS  staff  and  end 
users  as  you  introduce  new 
standard  technologies. 
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the  IT  Iceberg,”  based  on  interviews 
with  50  Fortune  1000  IS  executives 
working  on  their  companies’  standards 
efforts.  We  discovered  that  CIOs  who 
tried  to  enforce  a  lot  of  standards  were 
not  successful.  Departments  ignored 
policies,  nonstandard  purchases  were 
hidden  in  project  budgets  and  bad  blood 
was  created  between  the  central  IS  group 
and  the  folks  in  the  field. 

To  help  companies  overcome  those 
challenges,  Forrester  created  a  model  for 
looking  at  different  technologies  based 
on  the  payback  for  standardization. 


Those  categories,  specially  applied  to 
the  University  of  Missouri,  include  the 
following. 

Foundation  Technologies.  Certain 
technologies,  such  as  e-mail  and  TCP/IP 
networks,  radically  change  the  way 
organizations  function.  I  like  what  the 
university  is  doing  with  e-mail  because 
the  goal  is  a  single  e-mail  infrastructure, 
but  though  a  gradual  approach  seems 
rational,  “stick-style”  enforcement — 
refusing  to  accept  purchase  orders  for 
nonstandard  e-mail  systems — should  be 
applied  to  implementing  foundation 
technologies. 

Building  Block  Technologies.  Tools 
such  as  desktops  and  databases  are  used 
differently  among  departments  or  busi¬ 
ness  units.  For  those  technologies,  flex¬ 
ibility  supersedes  uniformity.  The  uni¬ 


versity  recognizes  that  fact  by  support¬ 
ing  PC,  Mac  and  Unix  desktops.  But  to 
call  that  a  standard  desktop  is  confus¬ 
ing;  it’s  really  no  more  than  a  list  of  rec¬ 
ommended  products.  The  university 


should  encourage  users  to  select  from  a 
short  list  of  “carrots”  such  as  volume 
purchase  agreements  with  vendors  that 
reduce  upfront  costs 
and  offer  superior  sup¬ 
port  from  the  IS  group. 

Watch  List  Technol¬ 
ogies.  New  technologies 
such  as  Web  browsers, 
Java  tools  and  laptops 
change  constantly.  A 
single  standard  may 
actually  cause  an  orga¬ 
nization  pain  by  leading 
it  in  the  wrong  direction 
or  causing  it  to  miss  an 
important  opportunity. 
Rather  than  set  stan¬ 
dards  or  even  recom¬ 
mend  products,  IS  orga¬ 
nizations  should  encour¬ 
age  experimentation  and 
be  a  research  resource 
for  the  end  users  of  those 
technologies. 

To  address  some  of 
Mr.  Siegel’s  specific  concerns  for  the 
university: 

■  GUI:  The  battle  for  the  desktop  inter- 


3rd  Opinions 


Do  you  have 
anything  to  add? 

Want  to  object?  Visit  our  Web  site 
www.cio.om/CIO/1 1 0 1 96_opinions. 
html  and  give  us  a  dose  of  your  own 
experience  and  thoughts  on  the  Uni¬ 
versity  of  Missouri's  struggle  with  IT 
standards.  Your  input  will  be  valuable 
to  UM  and  others  in  the  same  boat, 
and  wejust  might  include  it  in  a  1997 
"Second  Opinions"  follow-up. 


face  has  been  won.  Windows  not  only 
dominates  the  world’s  installed  PC  base 
but  also  drives  applications  develop¬ 
ment.  Supporting  the  Mac  and  Unix 
desktop  platforms  makes  sense  where 


those  platforms  meet  specific  needs, 
such  as  in  publishing  and  engineering. 
More  interesting  is  the  battle  for  the 
browser  interface  being  waged  between 
Netscape  and  Microsoft.  It  is  too  soon 
to  set  a  standard  since  these  two  ven¬ 
dors  will  differentiate  their  products  by 
taking  them  in  different  directions — 
Java  for  Netscape  and  ActiveX  for 
Microsoft. 

■  Standardized  training:  The  key  to 
standardized  training  practices  that  re¬ 
ally  work  is  to  come  up  with  a  method 
for  assessing  your  skills  portfolio  and 
always  manage  it  actively — offering 
just-in-time  training  that  will  accompa¬ 
ny  specific  projects  and  will  induce  IS 
professionals  to  keep  their  own  skills 
growing. 

■  Computer  upgrades:  We  are  currently 
researching  how  companies  are  respon¬ 
ding  to  the  upgrade  treadmill  on  which 
Microsoft  and  Intel  Corp.  have  them — 
“Here’s  a  more  powerful  chip”;  “here’s 
the  latest  release  of  our  office  suite”; 
“buy  a  bigger  PC.”  The  treadmill  seems 
driven  by  technology  rather  than  busi¬ 
ness  requirements.  Examine  the  laptop 
arena  where  products  have  only  a  six- 
to  nine-month  life  cycle.  By  the  time  you 
standardize  on  a  single  vendor,  the  pro¬ 
duct  will  be  off  the  market.  Some  com¬ 
panies  handle  the  ever-turning  PC 
treadmill  by  treating  the  desktop  like  a 
utility — outsource  it  and  let  a  contract¬ 
ed  vendor  deal  with  the  hectic  pace  of 
change. 

To  conclude,  I  recommend  that  the 
university  take  a  good,  hard  look  at  the 
payback  for  setting  standards.  By  pro¬ 
ceeding  where  the  return  is  highest,  Mr. 
Siegel’s  team  will  avoid  some  of  those 
costly  mistakes.  EE] 

Staff  Writer  Tom  Field  can  be  reached  at 
tfield@cio.com. 


“BY  THE  TIME  you  standardize  on  a  single 
vendor,  the  product  will  be  off  the  market.” 

-H.  Waverly  Deutsch 
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WOULD  YOU  LIKE  TO  INCREASE  NETWORK 
THROUGHPUT  BY  5  0  %  ?  LET  US  SET  YOU  STRAIGHT. 


MetaStor1 


We’ll  get  right  to  the  point.  The  Symbios  Logic  MetaStor  SH4000  intelligent  storage  hub 
attaches  directly  to  your  network,  giving  you  a  faster  and  smarter  way  to  manage  data.  What  else 
.  would  you  expect  from  the  world  leader  in  RAID  storage  technology? 

’  "  Unlike  general-purpose  file  servers,  the  Symbios  Logic  MetaStor  SH4000  intelligent  storage 

hub  is  specifically  designed  for  centralized  storage.  That  means  higher 
v  -  *  throughput,  so,  logically,  data  moves  faster.  More  than  50%  faster.  It’s  all 

about  I/Os  and  an  astounding  NFS  Ops  of  1,450.  And  while  storing  up  to  252  GB,  the  SH4000  intelligent  storage 
hub  supports  more  users  and  reduces  response  time.  It  eliminates  bottlenecks,  automatically  backs  up  and 
restores,  conserves  network  resources  and  controls  costs. 

The  intelligent  storage  hub  is  easy  to  install,  supporting  all  of  today’s  standard  network  connections.  And 
to  meet  future  needs,  it’s  designed  for  easy  expansion.  Better  still,  it  includes  high-performance  RAID  and 
industry-leading  99.99%  data  availability.  Factor  in  our  exceptional  five-year  warranty  and  on-site  service — 
including  24x7  support  and  next-day  replacement — and  it  all  adds  up  to  worry-free  storage. 

So  if  you’re  searching  for  a  way  to  nail  your  network  storage  problems,  look  to  the  MetaStor  SH4000  intelligent 
storage  hub.  To  learn  more,  call  Symbios  Logic  at  1-800-86-ARRAY,  or  visit  our  Web  site  at  www.symbios.com. 
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The  Storage  Connection 


Introducing  the  MK  Group,  an  integrated  software 
and  management  consulting  organization  specifically 
designed  for  mid-sized  manufacturing  and  distribution 
environments.  Squarely  focused  on  quantifiable 
business  results  that  you  define,  the  MK  Group 
works  with  your  organization  to  implement 
appropriate  strategies.  Strategies  that  don’t 
fizzle  but  continuously  fuel  your  growth. 


Re-engineering  your  company  no  longer  has  to  be  a 
set  of  loosely  related  solutions.  As  an  independent 
business  unit  of  Computer  Associates  International, 
Inc.  a  $3.5  billion  software  leader,  the  MK  Group 
offers  enterprise  software  that  has  been  designed  for 
your  environment.  Plus,  the  MK  Group  provides 
unparalleled  management  consulting  services  that 
address  every  issue  critical  to  your  re-engineering 


Visit  our  Website  al  http://www.mkgrou 


AND  SOFTWARE 

FOR  MID-SIZED 
MANUFACTURING 

AND  DISTRIROTION 
ENVIRONMENTS 

effort.  The  results,  our  clients  tell  us,  is  a  steady 
supply  of  energy  that  grows  business. 

Call  us  now  at  800-CALL-CAI  (225-5224) 

Manufacturing  Knowledge 

to  learn  more  about  how  we  can  bring  precision 
to  your  growth  and  re-engineering  efforts. 


GROUP 


An  independent  business  unit  of 
Computer  Associates  International,  Inc. 


MK  Group  and  MK  Group  logo  are  trademarks  of  Computer  Associates  international ,  Inc. 


IN  THIS  SECTION 


THE  STATE  OF  THE  ART, 
N  EW  PRODUCTS 
AND  STAYI  N  G  AHEAD 
OF  THE  CURVE 

Edited  by  Elaine  Cummings 


Look  at  the  information  structure 
of  a  typical  factory  and  you’d  think  you’re 
back  in  the  ’70s,  sans  the  disco  music,  of 
course.  Much  of  the  hardware  and  software 
is  proprietary,  communications  is  limited 
and  a  “state  of  the  art”  system  can  still  be  driven 
by  68020  processors. 

Meanwhile,  the  information  systems  of  many 
factories  have  become  more  complex.  Factory 
automation — with  its  long-standing  tradition  of 
devices  such  as  programmable  logic  controllers 
(PLCs) — now  requires  an  increasingly  sophisti¬ 
cated  spectrum  of  information  technology  that 
ranges  from  programs  for  enterprise  resource  plan¬ 
ning  (ERP),  such  as  SAP  R/3,  to  products  that  can 
reach  down  to  individual  sensors,  such  as 
OptoControl  from  Temecula,  Calif.-based  Opto 
22.  And  the  hardware  can  range  from  embedded 
microcontrollers  to  mainframes. 

Factory  information  systems  are  as  crucial  to  a 
company’s  success  as  any  corporate  information 
system.  Because  both  are  increasingly  based  on  the  same 
software,  hardware  and  standards, 
more  often  those  factory  systems 
are  beginning  to  interoperate  with 
the  information  systems  in  the  rest 
of  the  company. 

Indeed,  the  revolution  in  factory 
IT  is  roughly  equivalent  to  what 
happened  to  the  rest  of  the  enter¬ 
prise  two  decades  ago  when  it 
switched  to  industry-standard  tech¬ 
nologies  and  open  systems  with 


Portable  Storage 

IBM's  HR  Access 

Winnov'sVideum 

Mind  Path's 
Wireless  Keyboard 


software  interfaces  desi^  to  make  it  easy  for  products 
to  exchange  data.  By  adopting  some  of  those  same  prod¬ 
ucts,  technologies  and  protocols,  factory  automation  is 
leapfrogging  two  or  three  generations. 

And  as  factory  and  enterprise  information  systems 
converge,  CIOs  are  discovering  that  they  can  offer  enor¬ 
mous  opportunities  for  cost  savings  and  efficiency 
improvements  by  providing  better,  more  timely  infor¬ 
mation.  “Companies  want  a  complete  view  of  all  their 
operations,”  says  Tom  Gormley,  senior  analyst  for  the 
Packaged  Applications  Strategies  Service  at  Forrester 
Research  Inc.  in  Cambridge,  Mass.  As  a  result,  Gormley 
says,  companies  are  putting  a  new  emphasis  on  break¬ 
ing  down  the  barriers  that  have  separated  the  flow  of 


information  in  the  factory  from  the  rest  of  the  enterprise, 
providing  familiar  ways  for  IS  managers  to  plot  a  course 
in  uncharted  waters. 

To  most  CIOs,  the  factory  has  been  terra  incognita — 
a  place  with  its  own  computer  systems,  its  own  stan¬ 
dards,  its  own  customs  and  culture.  The  wall  around  the 
factory  information  and  control  systems  has  had  only  a 
few  small  holes  through  which  to  exchange  data  with 
the  rest  of  the  enterprise.  In  fact,  getting  detailed  infor¬ 
mation  about  a  company’s  corporate  office  in  Hong 
Kong  is  often  easier  than  getting  information  about  its 
factory  on  the  other  side  of  town.  “A  line  was  drawn  in 


Factory 

Automation 


Tools  developed  for  the  office  are 
tearing  down  the  traditional 
barriers  between  the  factory  and 
the  rest  of  the  enterprise 
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WiSlUlti. 


Because  the  heat 


is  always  on. 


CommVault  Systems  offers  total 
network  storage  management  solutions 
for  virtually  any  environment 


life  . 

Toda/s  businesses  generate  data  at  a  feverish  pace.  Data  ^ 
that  requires  effective  storage  and  protection.  That's  why  at 
CommVault  Systems,  we've  developed,  a  fully  integrated  line  j 
of  network  storage  management  solutions  that  offers  optimum 
flexibility  in  the  most  demanding  environments.  Our  total  solutions 
can  accommodate  more  server  platforms  and  more  software 
environments  than  any  other  storage  system  -  from  automated 
backup  and  retrieval  to  near  and  on  line  archiving  and 
hierarchical  storage  management. 

In  addition,  we  support  every  solution  we  deliver,  with  a  single- 
point-of-contact  who  is  well  versed  in  your  system.  And,  our 
Professional  Services  division  offers  the  insightful  consultation 
needed  to  plan,  install,  manage,  and  help  your  system  grow. 

CommVault  Systems.  Your  best  protection  from  getting  burned. 


CommVault 

Systems 


Phone:  1-800-331-6207  •  Fax:  908-935-8040 

Web  Site:  http://www.commvault.com 
Email:  info@commvault.com 
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Taking  More  On  The  Road 

Three  companies  offer  high-capacity  storage  that 
can  be  removed  and  transported  easily 


A  GENERATION  OF  high- 
capacity,  portable  and 
removable  storage  drives  is 
offering  new  opportunities  for 
those  who  need  to  secure  data  or 
take  it  on  the  road. 

Iomega  Corp.’s  Zip  drive, 
SyQuest  Technology  Inc.’s  EZ135 
and  the  LS-120  developed  by 
Matsushita-Kotobuki  Electronics 
all  offer  about  100MB  of  storage 
on  removable  cartridges  for  $200 
or  less  per  drive.  The  compact, 
rugged  and  cost-effective  drives  are 
designed  for  people  who  need  to 
carry  more  data  than  a  conven¬ 
tional  floppy  holds  and  want  to  do 
so  with  more  convenience  than  it 
would  take  to  load  it  on  a  fixed 
hard  disk. 

None  of  these  products  uses  new 
technologies,  but  a  combination  of 
new  packaging,  capacities  and  price 
points  has  made  the  drives  some  of 
the  hottest  sellers  in  retail  channels. 
The  drives  also  have  opened  new 
opportunities  for  corporate  users, 
especially  business  travelers. 

In  addition  to  providing  more 
storage  on  the  road  in  convenient 
packages,  the  drives  are  useful  for 
databases,  price  lists,  product 
catalogs,  presentations  and 
big  spreadsheets,  which 
can  quickly  fill  even 
the  new  high-capa¬ 
city  hard  drives  on 
laptops.  Further, 
the  cartridges  are 
removable  and 
thus  offer  more 
security  than  a 
conventional 


hard  drive.  And  because  they  are 
removable,  they  can  be  duplicated 
to  provide  an  entire  group,  such  as 
a  sales  force,  with  identical  infor¬ 
mation  without  requiring  everyone 
to  download  the  data. 


PORTABLE  STORAGE 


Next  year,  internal  versions  of 
the  Zip  and  LS-120  drives  will  be 
available  to  fit  in  the  drive  bays  of 
laptops,  including  the  modular  bays 
on  high-end  models.  Iomega,  the 
first  company  to  release  a  product 
in  this  category,  reports  that  sales 
have  soared  and  offers  its  remov¬ 
able  100MB  drive  for  about  $200 
and  cartridges  for  $20  or  less. 

Iomega  built  the  Zip  (and  the 
higher-capacity,  more  expensive 
Jaz)  using  the  Bernoulli  technology 
it  has  offered  for  years.  SyQuest’s 
EZ135  uses  the  company’s  remov¬ 
able  hard-disk  system,  and  the  LS- 
120  is  a  development  of  Matsu¬ 
shita-Kotobuki  based  on  the  opti¬ 
cal-servo  technology  used  in  the 
Floptical  drives  that  were  released 
several  years  ago.  The  LS-120  is 
slower  than  the  Iomega  and 
SyQuest  products,  but  it  can 
read  and  write  conventional 
3.5-inch  disks. 

For  more  informa¬ 
tion,  call  Iomega  at 
800  818-9728,  Ext. 
412;  SyQuest  at  510 
226-4000;  and 
Panasonic 
Industrial  Co.  at 
408  942-2928. 
-R.  Cook 
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the  past  that  did  not  allow  systems  to 
talk  to  each  other,”  Gormley  says. 

When  personal  computers  began 
replacing  terminals  and  specialized  pro¬ 
cessors  at  all  levels  of  the  factory, 
PLCs — the  heart  of  low-level  factory 
controls — increasingly  offered  standard 
interfaces  such  as  Ethernet  and  Win¬ 
dows  that  could  be  programmed  in  stan¬ 
dard  languages  like  Basic  and  C.  In  fact, 
PCs  and  microprocessor-based  con¬ 
trollers  have  become  so  fast  and  reliable 
that  they  can  now  replace  the  multimil- 
lion-dollar  minicomputer  systems  for 
factory  controls. 

In  addition,  companies  making  fac¬ 
tory  hardware  and  software  found  it 
cost-effective  to  use  standard  systems 

"Companies  more 
and  more  want  to 
have  a  complete  view 
of  their  operation." 

-Tom  Gormley 

and  technologies  rather  than  develop 
everything  on  their  own.  “A  lot  of  com¬ 
panies,  which  in  previous  years  designed 
their  own  core  technologies,  discovered 
a  cost  advantage  in  building  off  existing 
computer  technology  because  it  is  get¬ 
ting  extremely  cheap  to  do  so,”  says  Bill 
Swanton,  director  of  research  for  plant 
operations  at  Advanced  Manufacturing 
Research  (AMR),  a  Boston-based  auto¬ 
mation  market  researcher. 

For  instance,  the  most  common  net¬ 
work  protocol  for  factories  today  is  not 
the  Manufacturing  Automation  Protocol 
(MAP)  developed  in  the  1980s  at  enor¬ 
mous  expense  by  GM  and  other  big  com¬ 
panies.  Instead,  it  is  ordinary  Ethernet. 

Eventually,  factory  control  systems 
started  adding  networks  of  personal 
computers  or  client/server  systems  that 
put  more  of  the  intelligence  out  on  the 
floor.  Users  have  also  started  to  demand 
systems  that  respond  more  quickly  to 
accommodate  the  ever-changing  needs 
of  the  operation.  Consider  the  manager 
of  a  small  integrated  oil  company  who 
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supplements  the  diesel  output  of  his  mid¬ 
size  refinery  with  occasional  purchases 
on  the  spot  market.  When  demand  for 
diesel  fuel  runs  high  and  the  market  price 
goes  up,  the  manager  may  need  to  deter¬ 
mine  if  he  can  process  enough  fuel  in 
time  to  meet  his  needs.  If  he  can,  he  may 
decide  to  crank  up  the  output  from  his 


refinery  rather  than  buy  on  the  spot  mar¬ 
ket  and  take  a  hefty  hit  in  profitability. 
But  to  make  the  decision,  he’ll  need  an 
hour-by-hour  report  on  the  production 
at  the  refinery — something  he  hasn’t  been 
able  to  produce  without  someone  col¬ 
lecting  the  numbers  on  a  clipboard  and 
phoning  him.  Now  the  system  can  col- 

http://www.cio.com 


ILLUSTRATION  BY  NIP  ROGERS  /  SIS 


SECURITY 

PASS 


AM.W.  Limited 

EXPIRY  DATE  03/31/97 


He’s  29. 

Has  3  degrees. 


lives  on  caffeine  and 
jelly  rolls. 


Works  for  your 
competitor. 


And  right  now  he’s 
downloading  your  inventory 
projections. 


You  don’t  know  him.  But  he  might  know  you. 
The  fact  is,  hackers  can  be  virtually  anyone. 
Anywhere.  So  you  need  to  protect  your 
network  with  products  that  guard  against 
their  every  move.  Consider  BorderWare. 

Our  suite  of  products  and  applications 
address  every  conceivable  aspect  of  network 
security:  firewalls,  web  filtering,  identification, 
authentication,  accounting,  auditing  and 
encryption.  Providing  open-ended  solutions 
that  are  quickly  and  easily  integrated  into 
any  existing  network  security  strategy. 

Is  your  organization  big?  Small?  Somewhere 
in  between?  We  offer  two  firewall  solutions:  a 
highly  configurable  firewall  and  one  designed 
for  plug  and  play  simplicity.  But  more 
important  than  how  big  you  are,  is  how  big 
you’ll  become.  Rest  assured,  our  firewalls 
are  configured  to  grow  as  you  do. 

Our  web  filter  is  another  invaluable 
application  for  today’s  network  environment. 
It  enables  you  to  monitor  and  control 
employee  Internet  activity  by  blocking  access 
to  indecent  and  non-business  content. The 
potential  for  a  hostile  environment  is 
eliminated  and  productivity  is  maximized 
through  logging  and  reporting  usage. 

Remember,  the  whole  world  is  watching. 
Count  on  Secure  Computing  Corporation  for 
the  intelligent  solution  to  network  security. 
http://www.  borderware.  com 
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lect  the  information  automatically  and  send  it  to  a 
Microsoft  Excel  spreadsheet  on  his  desktop. 

Another  factor  of  this  emerging  trend  is  the 
graphical  user  interface  (GUI),  which  has  begun  to 
pop  up  on  machines  everywhere.  Because  compa¬ 
nies  couldn’t  afford  to  develop  full-fledged  GUIs  to 
fit  their  proprietary  standards,  the  Man-Machine 
Interface  (MMI) — the  GUI  of  the  automation  indus¬ 
try— has  typically  presented  factory  control  system 
information  using  crude  diagrams  drawn  with 
ASCII  characters.  “Graphics  were  always  important 
[in  factory  automation],  but  no  one  was  willing  to 
pay  the  freight  to  develop  them,”  Swanton  says. 

With  the  advent  of  Windows  and  similar  systems 
such  as  the  X- System  for  Unix  (commonly  called  X 
Windows),  graphics  were  developed  for  desktop 
applications.  It  didn’t  take  long  before  companies 
such  as  Wonderware  Corp.  of  Irvine,  Calif.,  Intel- 
lution  Inc.  of  Norwood,  Mass.,  and  Opto  22  were 
offering  visual  interfaces  built  on  industry-standard 
GUIs.  Today  most  control  software  companies  offer 
such  interfaces — with  a  well-designed  MMI  that 
often  resembles  a  cartoon  or  a  video  game — and 
workers  can  more  easily  monitor  complex  operat¬ 
ing  conditions  at  a  glance. 

Software  vendors  are  also  introducing  or  im¬ 
proving  ERF  packages  that  aim  to  manage  the  entire 
enterprise  and,  in  the  case  of  the  factory,  manage  the 
operation  at  a  fairly  high  level.  In  the  last  year,  most 
of  the  major  ERP  vendors  have  announced  dramatic 
changes  to  take  advantage  of  the  convergence. 

In  August,  for  example,  Germany-based  SAP  AG 
announced  it  would  recast  its  R/3  ERP  software  as  a 
series  of  modules  that  can  run  on  their  own  databases 
and  operate  independently  (see  “The  Toll  of  a  New 
Machine,”  CIO,  June  15, 1996).  The  company  will 
also  offer  additional  specialized  modules  for  a  vari¬ 
ety  of  business  processes,  including  manufacturing. 

SAP  gained  a  major  position  in  ERP  systems 
partly  because  it  recognized  the  convergence  early. 
“SAP  really  got  a  jump  on  the  market  because  it 
had  a  client/server  version  and  a  GUI  a  few  years 
ago,”  Gormley  says.  “It  didn’t  much  matter  that 
[R/3]  was  monolithic  and  huge.” 

The  Baan  Co.  of  Menlo  Park,  Calif.,  has  also 
announced  a  new  version  of  its  ERP  software — 
Baan  IV  BackOffice — which  is  optimized  to  run  on 
Microsoft  Windows  NT  under  BackOffice  (see 
“Server  Software  Suites,”  CIO,  Oct.  15, 1996). 

Meanwhile,  many  manufacturing  software  com¬ 
panies  are  growing  out  of  niches  and  trying  for 
broader  markets,  or  they  are  exploiting  their 
strengths  in  their  own  niches  with  specialized  prod¬ 
ucts.  But  as  vendors  jockey  to  expand  their  reach, 
their  products  tend  to  reveal  their  origins  in  one  form 
or  another.  “Those  companies  know  some  areas  bet- 
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The  People  People 

Is  the  human  resources  function  at  your  company  considered 
"strategic?"  Chances  are,  even  the  HR  staff  would  answer  "no."  But  HR 
folks  can  contribute  strategically  by  developing  competency-based  pay 
systems,  designing  models  to  reward  team-based  work  and  recruiting  skill 
sets  to  ready  the  organization  for  the  21  st  century. 

One  of  the  newest  tools  to  help  them  is  IBM  Corp.’s  HR  Access,  based  on 
a  European  system  that  has  already  racked  up  650  clients  in  19  countries 
worldwide.  In  fact,  IBM  emphasizes  its  globalness;  the  program  runs  atop  a 
worldwide  information  model  that  includes  rules  for  organizational  admin¬ 
istration,  payroll  and  benefits  in  multiple  languages  and  currencies.  Com¬ 
panies  can  use  HR  Access  to  manage 
and  analyze  their  total  employee 
population  because  all  information 
regarding  payroll,  personnel  and 
benefits  is  in  the  same  database. 

The  IBM  RS/6000-based 
client/server  system  uses  Lotus  Notes 
to  distribute  HR  information  such  as 
employee  records  to  line  managers 
and  staff,  reducing  paperwork  and 
streamlining  HR  processes.  It  can 
help  link  employee  skills  to  positions, 
training,  performance,  compensation 
and  career  development.  With  that  information  mapped  out  on  the  system, 
a  manager  can  study  how  well  her  company's  workforce  is  performing 
relative  to  core  competencies  and  strategic  initiatives.  HR  Access  is  best 
suited  for  organizations  with  2,000  or  more  employees.  Contact  IBM  at 
404  841-6211,  Ext.  150,  or  visit  www.ibm.com. 

Making  a  Web  Appearance 

innov  LP  has  released  a  family  of  products  based  on 
Videum,  an  integrated  video  and  audio  capture  add-in  board 
that  enables  all  aspects  of  personal  communications  to  take 
place  over  the  Internet. 

Because  Videum  is  application-  and  transport-independent,  users  can 
start  with  their  current  communications  equipment  and  upgrade  toward 
higher-speed  technologies  without  having  to  replace  their  existing  multi- 
media  solutions. 

Videum  costs  $299;  it  offers  a  video  and  audio  capture  and  playback  so¬ 
lution  for  Microsoft  Corp.'s  Windows  3.1  and  Windows  95  systems.  A  ver¬ 
sion  for  Windows  NT-based  systems  is  being  developed.  The  half-size  ISA 
board  is  compatible  with  Microsoft's  Video  for  Windows  and  Sound  System. 

The  Winnov  accessories  for  Videum  include  VideumConfPro,  a  desktop 
videoconferencing  solution  ($499);  VideumAuthor,  a  multimedia  applica¬ 
tion  and  utility  ($399);  and  VideumTV,  a  tuner  that  connects  Videum  to  a 
cable  TV  or  an  antenna  for  live  broadcasts  ($99). 

For  more  information,  call  Sunnyvale,  Calif.-based  Winnov  LP  at  408 
733-9500  or  visit  www.winnov.com. 
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•Qodav.  people  and  companies 
the  world  over  rely  on  electronic 
systems.  And  it's  more  important 
than  ever  to  protect  data  that's  critical 
for  business.  Keeping  those  systems  up 
and  running  100%  of  the  time  requires  having  two 
kinds  of  power  within  easy  reach.  Electrical  and  personal. 
Electrical,  to  protect  against  power  fluctuations  ranging  from 
spikes  and  surges  to  total  outages.  And 
personal,  to  control  not  just  the  availability 
of  power,  but  also  the  consistent  quality 
and  knowledgeable  management  of  power. 

•  •  ►  For  that,  you  need  more  than  merely 
UPS  (Uninterruptible  Power  Systems) 
hardware.  You  need  Strategic  Power 
Management.™  A  systematic  approach  that  mobilizes 
technology,  service,  and  software,  as  well  as 
hardware,  to  ensure  critical-system  uptime. 
Superior  technology.  You  can  take  comfort 


in  the  fact  that  nearly  every  major 
"first"  in  power  management  has 
our  name  on  it.  Including  the  first 
power  conditioner  that  uses  a  "virtual" 
battery  to  simulate  a  battery  instead  of  the 
stark  realities  of  draining  a  real  one. 

Worldwide  service.  Help  and 
consultation  are  always  near  from 
our  more  than  1,000 
factory-trained  techni¬ 
cians.  (The  world's 

largest  dedicated  UPS  service  force,  available 
24  hours  a  day,  worldwide.) 

We  offer  comprehensive  solutions,  such  as  the  Comprehensive  products.  To  Satisfy  any 

Powerware *  Prestige  1500  1996  U.S.  Olympic  Edition, 

for  virtually  any  kind  of  mission-critical  system.  need  you  might  have,  we  offer  the  industry's 

widest  range  of  off-the-shelf  and  customized  solutions  for 
everything  from  a  worldwide  network  to  a  desktop  PC. 

So,  what  can  you  do  with  power? 

Contact  us,  and  you  can  do  just  about  anything  you  want. 


DataFrame v  computer  room 
monitoring  lets  you  manage 
geographically  remote  enterprises 
from  a  single  desktop. 


Within  U.S  A:  (Tel)  1-800-554-3448,  ext.  800  or  1-919-872-3020,  (FAX)  1-800-75-EXIDE 
International:  (Tel)  +  1-919-870-3235,  (FAX) +1-919-870-3300,  Internet:  http://www.exide.com/exide/,  Email:  info@exide.com 


T 


Official  Supplier  of  Power  Protection  Solutions  to  the  1996  Atlanta  Olympic  Games 


EXIDE 


©  19%  Exide  Electronics  Group,  Inc..  8609  Six  Forks  Rd.  Raleigh  NC  27615.  All  Rights  Reserved  Powerware ®  is  a  registered  trademark  and  Strategic  Power  Management 
is  a  trademark  of  Exide  Electronics  Group,  Inc.  DataFrame™ is  a  trademark  of  DataTrax  Systems,  a  wholly-owned  subsidiary  of  Exide  Electronics  Group.  Ik. 


ELECTRONICS 

Strategic  Power  Management'" 


See  us  at  Comdex,  Booth  S8620,  Sands  Convention  Center 


PHOTO  /  ILLUSTRATION  BY  ARTHUR  TRESS 


Emerging 

Technology 

ter  than  others,”  says  Swanton.  “They 
have  diverse  strengths  and  weaknesses, 
and  none  covers  all  areas  equally  well.” 
There  remains  a  deep  split,  for  instance, 
between  the  products  designed  for  pro¬ 
cess-control  operations  (or  continuous 

IS  managers  must 
determine  how  much 
togetherness  is  too 
much  of  a  good  thing. 

flow),  such  as  a  gasoline  refinery  or  a 
cake-mix  line,  and  discrete  lines  (or  indi¬ 
vidual  item),  such  as  automobile  assem¬ 
bly  or  electric  drill  manufacturing.  It  is 
rare  to  find  software  that  performs  equal¬ 
ly  well  in  both  environments. 

In  designing  an  information  strategy 
that  breaches  the  wall  around  the  facto¬ 
ry,  it’s  important  to  maintain  hardware 
and  software  flexibility  at  the  factory 
level.  For  managers  trained  to  make  the 
most  of  the  benefits  of  an  overarching 
standard  information  architecture,  that 
flexibility  is  often  a  hard  concept  to  grasp. 
“The  most  important  thing  when  looking 
at  manufacturing  software  from  an  IS 
perspective  is  to  put  yourself  in  the  shoes 
of  the  people  running  the  plant,”  says 
Swanton.  “You  also  have  to  understand 
your  own  goals,”  he  adds.  “Do  you  want 
to  tell  the  plant  what  to  do,  or  do  you 
want  to  tell  it  what  you  need  and  have  it 
figure  out  the  best  way  to  do  it?” 

Swanton  also  warns  IS  organizations 
not  to  force  ERP  solutions  any  further 
down  into  the  plant  than  makes  sense. 
“The  ERP  vendor  may  be  weak  on  the 
individual  functions,”  says  Swanton, 
“and  the  resulting  system  may  actually 
make  the  plant  manager’s  job  harder.” 

One  model,  Swanton  says,  is  to  design 
a  flexible  system  with  the  help  of  people 
who  know  both  the  factory  and  the  IS 
needs.  “Some  companies  have  put  peo¬ 
ple  from  their  plants  who  understand  IS 
and  people  who  understand  the  plants  in 
a  manufacturing  systems  group  to  act  as 
a  bridge  between  the  two  areas,”  he  says. 

IS  managers  must  determine  how 
much  togetherness  is  too  much  of  a  good 
thing.  The  benefits — and  the  difficul¬ 


ties — of  increased  integration  are  very 
real,  and  serious  questions  arise  about 
how  and  where  to  separate  the  factory 
systems  from  the  overall  corporate  sys¬ 
tems — or  if  they  should  be  separated. 

First,  remember  that  every  line  in  man¬ 
ufacturing  might  differ.  In  fact,  two  plants 
belonging  to  the  same  company  making 
the  same  product  may  not  be  the  same. 
Many  lines  are  built  on  the  experience 
gained  from  having  built  previous  lines, 
and  incremental  improvements  creep  in. 
In  other  cases,  capital  costs  may  discour¬ 
age  modifying  one  line  to  mimic  another. 

Nor  do  the  differences  divide  neatly 
along  corporate  lines.  A  steel  company 
might  operate  two  plants,  one  for  mak¬ 
ing  steel  and  one  for  stamping  it  into 
parts.  The  businesses  are  closely  related, 
but  their  systems  needs  will  differ 
because,  among  other  things,  the  stamp¬ 
ing  plant  might  shut  down  every  day, 
whereas  the  steel  mill’s  furnaces  don’t. 

Specializations  can  also  exist  by  indus¬ 
try.  A  gasoline  refinery  has  a  very  differ¬ 
ent  set  of  software  needs  from  that  of  a 
cake-mix  factory. 

Those  differences  may  be  invisible 
outside  the  information  “wall,”  but  they 
become  quite  important  for  things  like 
software  selection  within  the  factories. 
“When  you  get  down  to  the  factory 
floor,  you  find  every  [factory]  is  differ¬ 
ent,”  Swanton  says. 

The  key,  he  adds,  is  to  insist  on  stan¬ 
dard  interfaces  but  to  give  every  manu¬ 
facturing  facility  autonomy.  “Each  plant 
can  implement  a  more  customized  set  of 
software  solutions,”  he  says,  “but  because 
those  solutions  are  based  on  industry- 
standard  object  interfaces,  they  can  both 
connect  into  an  enterprisewide  informa¬ 
tion  systems  strategy  and  provide  the 
same  kinds  of  information  at  that  level.” 

In  the  end,  you  have  to  understand 
where  to  compartmentalize  systems  so 
that  you  have  natural  break  points, 
Swanton  says.  “You’ve  got  to  let  each 
factory  implement  its  own  systems  as 
long  as  it  gets  a  common  information 
structure  and  a  common  reporting  mech¬ 
anism  to  the  enterprise  as  a  whole.”  QSI 


Rick  Cook,  a  freelance  writer  based  in 
Phoenix,  can  be  reached  via  e-mail  at 
rcook@  bix.com. 


Keyboard  Unplugged 

Ever  feel  like  you're  tethered 
to  your  computer?  What  if  your 
keyboard  were  free  and  you  were 
able  to  type  information  from  anywhere 
in  the  room?  It  might  save  you  time, 
eliminating  the  need  to  transcribe  your 
notes  from  meetings.  It  might  also  im¬ 
prove  training  sessions  and  product 
demonstrations  by  severing  the  link 
that  prevents  presenters  from  moving 
around  a  room. 

Immediate  access  to  a  desktop  PC 
during  meetings  or  telephone  confer¬ 
ences — 
without 
the 

tangle — 
can  help 
you  take 

advantage  ^||§§ 
of  docu¬ 
ment  conferencing 
technology  and  ease 
the  technical  troubles 
involved  in  interactive 
discussions  or  brain¬ 
storming  sessions. 

Mind  Path  Technologies'  Wireless 
Keyboard  cuts  the  cord  that  keeps  users 
tied  to  their  CPUs,  giving  them  the 
freedom  to  change  data,  enter  data  or 
perform  any  other  keyboard  task — 
from  anywhere  in  the  room. 

The  keyboard,  which  can  transmit 
from  meters  away,  is  designed  for  Win¬ 
dows  95  users.  The  Windows  95  "start" 
icon  appears  to  the  left  of  the  space  bar, 
so  users  can  even  launch  applications 
remotely.  The  device  has  the  same  heft 
and  tactile  responsiveness  as  a  regular 
keyboard. 

If  you're  graceful  enough  to  walk 
and  type  at  the  same  time,  the  remote 
keyboard  can  help  you  run  smoother 
presentations — and  may  even  become 
as  much  a  part  of  your  day  as  your  old, 
immobile  keyboard. 

For  more  information  about  the 
Mind  Path  Wireless  Keyboard,  call 
214  233-9296. 
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Participate  in  a  case  study  with  the  CEO 
and  CIO  of  a  $2  billion  power  cable  manufacturing 
corporation.  The  retreat  will  be  facilitated  by 
F.  Warren  McFarlan  of  the  Harvard  Business  School. 


Proud  Underwriter  of 
CIO  Magazine's  Enterprise 
Value  Awards 


AT&T  Solutions 


We  are  in  the  midst  of  a 
technology  discontinuity 
which  is  profoundly  impact¬ 
ing  channels  of  distribution, 
market  structures,  organiza¬ 
tion  of  work  and  service 
standards.  Good  management 
is  at  the  core  of  success.  ” 

-  F.  Warren  McFarlan, 

Senior  Associate  Dean, 

Director  of  External 
Relations,  Ross  Craham 
Walker,  Professor  of 
Business  Administration, 

Harvard  Business  School 
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IF 

MANAGING 
THOUSANDS 
OF  PCs  HAS 
YOU  BEHIND 


If  your  mainframe -based  enterprise  has  expanded  to  include  thousands  of  PCs  and  servers, 
while  your  internal  resources  haven’t,  call  Vanstar,  the  distributed  computing  experts. 

Vanstar  offers  the  network  management  and  life  cycle  services  you  need  to  manage  growth: 
consulting  and  design,  network  planning,  integration,  procurement,  financing,  installation,  and 
deskside  support.  Everything  you  need  to  break  free  of  your  internal  constraints. 

With  Vanstar,  you  choose  as  much,  or  as  little,  of  our  expertise  as  you  need  to  master 
your  distributed  computing  environment.  That  flexibility  is  why  hundreds  of  Fortune 
1 000  companies  have  selected  Vanstar. 

To  learn  how  you  can  stay  ahead,  please  visit  us  at  www.vanstar.com/8ball  or  call  us 
at  1-800-994-2345.  We’ll  help  you  make  a  clean  break. 


Q1996  Vanstar  Corporation. 


www.vanstar.com 
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IN  FUTURE  ISSUES 

The  Integration  Backlash 

As  companies  struggle  to  keep  up  with  change,  their  systems  must  serve  everyone 
differently.  Learn  how  flexibility  is  replacing  efficiency  as  the  CIO’s  chief  concern. 

Trusted  Lieutenants 

To  whom  does  a  CIO  turn  for  advice  when  mission-critical  decisions  have  to  be 
made?  Find  out  how  CIOs  and  their  seconds-in-command  share  the  IS  workload. 


BUSINESS  ON  THE  INTERNET 

WebMaster  Magazine 

CIO's  sister  publication  explores  the  business-to-business  issues  of  the  Web  and 
reports  from  the  front  lines  of  Internet  commerce.  View  the  online  version  or  subscribe 
at  www.web-master.com.  For  more  information,  call  800  788-4605. 


EXECUTIVE  PROGRAMS 

The  Enterprise  Value  Retreat 

Feb.  2-5,  1997 

Ritz-Carlton  Laguna  Niguel  •  Dana  Point,  Calif. 

Harvard  Business  School  professor  F.  Warren  McFarlan  leads  participants  through 
a  case  study  designed  to  explore  and  evaluate  IT’s  payoff.  Interactive  sessions, 
workgroups  and  presentations  from  this  year’s  Enterprise  Value  Award  winners 
provide  insight  into  the  correlation  between  technology  investment  and  profit. 

Leading  the  Charge  in  Turbulent  Environments 

March  23-26,  1997 

Sheraton  Harbor  Island  •  San  Diego 

A  change  agent  does  more  than  decide  on  a  company’s  new  architecture.  IS  execu¬ 
tives  must  examine  the  difference  between  leading  and  managing  strategic  change. 
This  conference  will  examine  IS’s  role  in  change  leadership  and  execution. 

For  more  information,  contact  CIO  at  800  35 5-0246  or  www.cio.com/conferences. 


CIO  RESEARCH  RESULTS 


EXECUTIVE  TURNOVER  SURVEY 

Our  survey  of  more  than  500  human  resources  executives  shows  that  CIO  tenure  is  higher  than 
most  people  believe — 6.8  years.  The  survey  compares  IS  executive  tenure  to  that  of  senior  exec¬ 
utives  in  finance,  HR,  sales  and  manufacturing. 

PRICE:  $395  Contact:  Lisa  Kerber  at  508  935-4449  or  kerber@cio.com 

TRENDS  AND  PRACTICES  IN  MANAGING  I.T.  STANDARDS 

This  study  evaluates  management  trends,  leading  practice  usage  and  effectiveness,  and  the 
scope  and  effectiveness  of  setting  standards. 

PRICE:  $795  Contact:  Diane  Martin  at  508  935-4274  or  dmartin@cio.com 

1996  CIO  EXECUTIVE  COMPENSATION  SURVEY 

Based  on  the  responses  of  1 ,000  IS  executives,  this  survey  looks  at  compensation  as  it  relates  to 
years  of  experience,  budget,  age,  gender,  company  size  and  education. 

PRICE:  $395  Contact:  Lisa  Kerber  at  508  935-4449  or  kerber@cio.com 
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Web  Central 

www.cio.com/WebMaster/ 

lm_frontpage.html 

The  executive's  starting  point  for 
accessing  relevant  IS  resources 
on  the  Web 


Executive  Library 
&  Resource  Center 

www.  cio.  com/CIO/ 
rc_main.html 

Information  and  resources  on  the 
most  pressing  topics  facing 
IS  executives 


Government 
Resource  Center 

www. cio. com/CIO/ 
rc_govt.html 

CIO  and  WebMaster  articles  on 
government  IS  issues,  new 
research  and  a  wealth  of  links 
of  interest  to  public-sector 
IS  personnel 


Intranet  Resource  Center 

www.cio.com/WebMaster/ 

wm_irc.html 

Case  studies,  articles,  reports, 
seminars  and  links  pertaining  to 
intranet  development  and  strategy 


WebMaster^  Notebook 

www.cio.com/WebMaster/ 

wm_notebook.html 

A  rich  collection  of  online 
seminars,  notes  and  links  to  sites 
of  interest  to  Web  managers 
and  developers 


Online  Feature  Forums 

www.cio.com/forums 

Selected  articles  in  CIO  magazine 
will  continue  on  the  Web  as 
interactive  discussion  forums 
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“Interleaf  is  #1  in  1995  Document  Management  Market  Share.” 
Delphi  Consulting  Group  http://www.delphigroup.com 


"Ladies  and  Gentlemen, 

I'm  afraid  we 

HAVE  A  DOCUMENT 

MANAGEMENT  PROBLEM." 


|r 


Information  speeds  around  so  fast  these  days,  it’s  hard  to  imagine  it  won’t  take  a  wrong  turn.  Let’s  face  it... 
creating,  managing  and  sharing  information  is  not  easy.  Especially  when  you’re  coping  with  multiple  documents, 
spreadsheets,  email,  Internet  and  Intranet  overload,  drawings,  and  electronic  files.  But  there  is  a  simple  solution. 
Interleaf’s  Integrated  Document  Applications.  Designed  specifically  to  meet  business  needs. 

Only  Interleaf,  the  market  leader  in  Integrated  Document  Applications,  manages  the  convergence  of 
Electronic  Publishing,  Document  Management  and  Internet  distribution.  The  result?  Our  customers  dramatically 
reduce  the  time  and  cost  of  reliably  distributing  business-critical  information  throughout  the  enterprise. 

Results  You  Can  Drive  To  The  Bank.  Many  Interleaf  customers  achieve  bottom  line  results  that  exceed 
100%  ROI  in  less  than  one  year.  With  solutions  for  applications  that  range  from  product  specifications  to  ^ 
regulated  safety  data,  financial  compliance  and  quality  processes,  what  can  we  do  iov  your  business? 

Call  800-456-532)  ext.  Ill  for  a  valuable  ROI  Study  from  IDC:  Call  today  for  your  free  copy  of 
International  Data  Corporation’s  study  -  The  Business  Case  for  Electronic  Document  Management. 

You’ll  see  concrete  examples  that  show  how  Interleaf 
solutions  help  companies  drive  higher  productivity  and  lower  costs 

Document  Applications  for  Real  Business  Problems. 
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is  essential 


Introducing  World/One 


Do  you  think  of  your  corporate  network  as  spanning  dozens  of  different 
countries?  Or  just  one  world? 

Cabletron’s  World/One™  program  can  make  your  global  network  virtually 
seamless.  A  single  entity,  covering  a  single  world.  Because  you’ve  got  more 
important  things  to  do  than  worry  about  a  lot  of  international  differ¬ 
ences,  red  tape,  and  roadblocks. 

You  get  focused  global  support,  and  special  tools  and 
privileges  to  help  you  stay  on  top  of  your  network  from 
wherever  you  sit.  Even  access  to  a  dedicated,  secure 
web  site  with  real-time  information  about  all  your 
business  with  Cabletron  worldwide. 

With  Cabletron’s  World/One  support  orchestrating 
all  the  intricacies  of  your  worldwide  network,  you’re  freer 
to  use  new  technology  to  expand  plants,  R  &  D,  mar¬ 
keting  reach,  etc.  You  can  get  to  new  markets,  with  new 
products,  faster  than  you  may  have  thought  possible. 

The  World/One  advantage.  One  seamless  network. 

One  view.  One  company  can  do  it  for  you.  Cabletron.  Call 
(603)  332-9400  to  learn  more. 
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Ibf  stuff  Intranets  «  made  of 


The  Complete  Networking  Solution" 


35  Industrial  Way,  Rochester,  NH  0386  7  •  Internet:  http://www.cabletron.com/ 
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